Total Quality Management : A Select Annotated Bibliography by Iquabal, Samreen
TOTAL QUALITY MANAGEMENT : A SELECT 
ANNOTATED BIBLIOGRAPHY 
DISSERTATION 
SUBMITTED IN PARTIAL FULFILMENT OF THE REQUIREMENTS 
FOR THE AWARD OF THE DEGREE OF 
Mmttt at ICtbrarH Sc Unfnnmrttnn defence 
(2003-2004) 
By 
SAMREENIQUABAL 
Class Roll No-03 LSM-13 
Enrolment No-GA 0007 
Under the Supervision of 
Dr. M. MASOOM RAZA 
LECTURER 
DEPARTMENT OF QBRARY & INFORMATION SCIENCE 
AUGARH MUSUM UNIVERSITY 
ALIGARH (INDIA) 
2004 
. Ace. No ) ^ ' 
v ^ V 
f 5 M 2004 
DS3368 
jf^ >V. j!t, jAt. j^K. -»V, j ! ^ , >V. j>!^ J!^ j ! ^ J!^ jf^ ^^ ^^ -5Vu jAt, j!t, Jf^ j ! ^ j ! ^ Jf^ ^^ 
• ^ %yr %yr VjV *V^ V •Vyr V^ ** %yf ^ j r *5yr *5yr V^'T V^V V^V V^V V^V %yf *Vyr V^ iT % ^ %iV "^yf %gr 
^^ ^ 
"ViV^ 
"ViV 
ViV 
5 ^ if^^cunili^ 
# -
''''^  i^#>' /72£^ raj lltM/ V 
<4> 
4?!^ -V. 
4fe. -^ l 
• V - i . 
4^ '^-t. 
^4^ V4V* 
4^ ^"^ 
*4* V j V 
^4^ "VV* 
-^V:. >*>t. jAt. ^ •^^  >^i, >'>t. ^^'t. jAt. >tit, Jit, J^K ^ V . ^ -^it, >^t. ^ ^ <Ai. ^t«t. V> V>. V> *V *V <»> 
*VjV ^ jV VjV •VjV >;;• "VjV* *VjV •V4V "v^v v^v VjiT •VjV ^Yf •VjV •VjV "VjV "v^v >i«r Vj>f •vyr "vyr "VjV VjV 
^ k P a g e A^o. ^^ 
>i*^ Certificate "ViV 
t Acknowledgement t 
4,'$» -^w^ of Abbreviations *^^ 
4' 4' 
t^> Scope, Purpose and Methodology 1-5 ^^ 
4^ >'^  
* Introduction 6-27 "^i* 
4^ 4^ 
>iV* Annotated Bibliographies 28-145 -^^ 
^V» Indices V> 
*¥* > ^wf/2or Index 146-158 '^^ 
4^ J!t, 
X > Title Index 159-169 T 
•$]$• > Subject Index 170-173 4^ 
* List of periodicals 174-176 ^i* 
-^ Ic- 4^ 
ALIGARH MUSLIM UNIVERSITY, ALIGARH 
DEPARTMENT OF LIBRARY 
AND 
INFORMATION SCIENCE 
Phone 
Fax 
P EPBX Direct 
Res, 
2700916, 20-22, 26 Ext. 193/4 
2700039 
2708551,702165 
91-0571-2400528,241221 
Ref.No. ... 
Dated ...ITjl'^-l^-^-
(ttttiixmtt 
This is to certify that Miss. Samreen Iquabal has completed 
her dissertation entitled "Total Quality Management : A Select 
Annotated Bibliography", in partial fulfilment of the requirements for 
the degree of Master of Library and Information Science (2003-2004) 
She has conducted the work under my supervision and guidance. 
Dr. M joom Raza 
Lecturer 
ACKNOWLEDGEMENT 
JiCC praises for Jittdh who gave me a chance to wor^on this dissertation 
and heC-pedme etematty to complete this dissertation. 
It gives me enormous pkasure to than^ my respected supervisor 
(Dr. M. Masoom ^za for giving me his precious time and helping me at every 
stage in completing the dissertation. 
I am grateful to 'Kon'Sle <Prof. ShaSahat Odusain, Chairman, ^Department 
of LiSrary and Information Science, JLMV, JLligarh, for his valuaSle 
suggestions, intellectual advices and adequate facilities in the department. 
I am also thankful to my respected teachers (Prof SaSir Tfusain, Mr. S. 
Mustafa 7C-Q- Zaidi (^Reader and ^Xjchairman), <Dr J^aushadJili (P.M., ®r. 
Sudharma Jdaridasan and (Dr. MehtaS Jilam Jinsari, Lecturers, (Department of 
LiSrary and Information Science, J^MV, Jiligarh,for their valuaSle suggestions. 
I will 6e failing in my duty, if I do not e:)(press my sincere gratitude and 
indeStedness to JLon 'Sle parents Mr. Tirasat JLusain, Mrs. Shahanaz and my 
loving sisters who have inspired me and gave support of all ^nd during various 
stages of my study. 
I must ac^owledge my sincere appreciation to my dear friends ^ooreen, 
Sajidjlli, (Rashid, Qhulam (Dar, Rumana, (Bharti Sharma and my colleagues who 
provided a creative and conductive atmosphere for the successful completion of 
my dissertation. 
Last Sut not the least, I would li^ to express my than^ to the office 
and liSrary staff of the Department, who helped me in the collection of 
materials, and providing me Soo^. 
SAMREEN IQUABAL 
LIST OF ABBREVIATIONS ? 
CCL 
CD-ROM 
CPD 
CQI 
EDD 
IIT 
IMTS 
ISO 
Lie 
LIMs 
MTI 
NAAC 
NCAER 
NGOs 
NHS 
PIN 
QC 
QIM 
QIP 
QIS 
QM 
City central Library 
Compact Disc Read Only Memory 
Continued Professional Development 
Continuous Quality Improvement 
Electronic Document Delivery 
Indian Institute of Technology 
Information Management and technical strategy 
International Organization of Standardization 
Library & Information Context 
Library & Information Managers 
Management Training Institute 
National Assessment and Accreditation Council 
National Council of Applied Economic Research 
None Government Organizations 
National Health Service 
Personal Identification Numbers 
Quality Control 
Quality Information management 
Quality-in-personal 
Quality Information Systems 
Quality Management 
.^^st' 2/^ .yCMr'eoealionS' 
QML 
QWL 
SCM 
SLA 
ST 
STS 
TLQM 
TQC 
TQM 
TUS 
UGC 
Quality Management Level 
Quality of Working life 
Supply Chain Management 
Special Libraries Association 
Socio Technical 
Socio Technical System 
Total Library Quality Management 
Total Quality Control 
Total Quality Management 
Total User Satisfaction 
University Grant Commission 
^^4^^'^4^^^^H^4'4'^^4"^^'^^'^^^^ Jf^ -5^ ,^ ^^ -t* ^^ -^  •VfT V^ V* V '^T %jf* 
- / 
u^V^ 
tJoG^e>^ ^tr^<y&€y cuid 
J*. 
^^ J^^ ^^ -^**. j!^ ^^ ^Jt, ^^ jJjt. jf^ jfji, j!^ jAt. V;t» jAt. >*>t. n ^ r VjV *VjV •>!>;• •v '^C ^ v^ v* •Vj^ r •v^v •v^r •v^ v:* ^ y r "Vj** "Vj** "vyf *vj^ n^r 
> - . 
Jf^ j!^ ^^ J}^ -5.V. -iAt. 
%iV V^V •Vyf* •SyT *Vj«* *Vyf* 
SCOPE, PURPOSE AND METHODOLOGY 
The present study "Total Quality Management" deals with aH the 
significant literature available in this field. Although the bibliography is selective 
in nature, an attempt has been made to cover all-important aspects of the Total 
Quality Management. 
The purpose of the bibliography is to highlight all the events and various 
aspects of the Total Quality Management. This is an attempts to collect and 
compile all the information related to the current issue and about background of 
the Total Quality Management. 
This bibliography would be useful to all those who are interested to get 
the information on a general topic to get current knowledge. The bibliography is 
divided into three parts: 
Part-I, deals with the description of the work. 
Part-ll, which is the main part of the present study consist of an annotated list 
of 181 articles on the subject, these entries are not comprehensive but are 
fairly informative on the topic. 
Part-Ill, however, deals with the indices. 
Methodology 
The Primary sources were consulted in the following libraries 
i. Maulana Azad Library, Aligarh Muslim University, Aligarh. 
ii. Seminar Library, Department of Library Science AMU, Aligarh. 
iii. National Information System for communication & Information 
Resources (NISCAIR) or Indian National Scientific Documentation 
Centre (INSDOC), New Delhi. 
t/c<^6e> S^m^bos^ cuul K/U^etAtxlolc^^ 
iv. Documentation Research and Training center (DRTC) Bangalore. 
Standard Followed 
It has been taken strictly to follow the rules and practices of the Indian 
standard for bibliographic references (18:281-1963) for each entry of the 
bibliography. Thus it gives a uniformity for the bibliography. The classified 
catalogue code (CCC) of Dr. S.R. Ranganathan have been followed to choice 
and rendering of authors and headings. 
Arrangement 
The entries are arranged under subject heading which are arranged 
alphabetically, following letter by letter method. The entry element of the author 
is in capital, followed by the secondary element in parenthesis using capital and 
small letters and then the title of the articles, sub-title (if any) then name of the 
periodical being underlined followed by the volume number, issue number, the 
year, month and date given by using inclusive notation of the pages of the 
articles. The each entry is then followed by an informative and indicative 
abstracts of the articles. 
Entries of Periodicals 
Entries of periodicals articles are arranged as follows : 
a. Serial Number 
b. Name of the author/authors 
c. A full stop (.) 
d. The contribution including sub title and alternative title (if any) 
e. A full stop (.) 
f. Title of periodical being underlined. 
xScc^^f ^lu^iKhS^ arvcC jffetho<lolc^^ 
g. A full stop (.) 
h. Volume number 
i. Issue number (under bracket). 
j . Semi colon (;) 
k. Year 
I. Comma (,) 
m. Month 
n. Comma (,) 
o. Date 
p. Semi Colon (;) 
q. Inclusive pages of the articles 
r. A full stop (.) 
Specimen Entry 
116. Jain (8 L) and Gupta (Dinesii Kumar). Total Quality Management in 
Library and information Services. Annals of iibrarv science and 
documentation. 43(2); 1999; 41-47. 
TQM is a new management concept wherein quality is the driving force 
to the entire activity cycle from beginning to end. TQM is a management 
concept to achieve excellence. It does not demand to do different things but, 
simply demands to do things differently. In a library with TQM, the employees 
have to do the same job as they were doing previously, but in the new 
environment, the ways will be different. Improving quality does not mean, work 
addition, it is simply improvement in the way of work on continuous basis. 
rScofi^'i S^ur^!K>^^ and %A{etho<lolajg^ 
Excellence can never be achieved by accident, it can be achieved by intelligent 
efforts. 
Explanation 
This article is written by S.L. Jain and Dinesh Kumar Gupta having the 
title TQM in Library and information Services, published in the periodical 
Annals of library science and Documentation, volume 43, issue number 2 
dated 1999 from pages 41-47, Entry number of this abstract is 116. 
Conference Proceedings 
Elements of Information in the entries for conference proceeding are an 
follows: 
a) Name of the author(s) 
b) A full stop. 
c) Title of the contribution including subtitle and alternative title, if any 
d) A full stop. 
e) Name of the conference being underlined 
f) Bracket start 
g) Conference No. 
h) Colon 
i) Year of conference 
j) Colon 
k) Place of conference 
I) Colon 
m) Bracket Close 
n) Inclusive pages of the articles. 
KfcoS^i Sliu^K>«^ (UKI jffethoilolf^^ 
Abstract 
The entries in the bibliography contains abstract giving the essential 
Information about the articles. Attempts have been made to prepare informative 
abstract, so that in most of the cases users needs are fulfilled with the abstract 
itself. 
Subject Heading 
Attempt has been made to give co-extensive subject headings as much 
as possible, it will facilitate the readers to find out the desired article(s) from 
bibliography. 
Indices 
The index part contains the author index, subject index and title index, 
arranged alphabetically. The index guides to the specific entry or entries in the 
bibliography. It is hoped that it will be found useful in the consultation of the 
bibliography. 
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INTRODUCTION 
Computer and telecommunication technology during the last two 
decades have revolutionised the various library and information services in 
India. Libraries especially of science and technology are applying information 
technology to their operations, products and services in order to achieve 
maximum efficiency. There is no doubt that scientists require quality 
information services for their better performance. 
In 21^' century, information society is becoming increasingly complex 
competitive and dependent on technological changes. The need for quality 
information service to the customers is also growing and becoming essential. 
Since information is now considered as an important resource for socio-
economic development of society, value added information service can only 
provide user satisfaction, which can only be achieved through proper 
adaptation of TQM in Library and information centres. Quality in the library 
world is often used synonymously with excellence. Quality means meeting the 
requirement of the customer. It may also be defined as the customer's 
expectations and requirements in the context of library and information services 
produced by the centres. 
In other words. Quality is a measure of achievements of an organisation 
in terms of customer satisfaction. In layman's language quality is superior or 
expectionally high standards of goods and services. It can be defined as value, 
conformance to requirements. 
3^iUro<iuctMn/ 
QUALITY SERVICE 
Quality service means getting it right first time, on time, every time. It 
means exceeding the expectations of the customers. 
NEED FOR QUALITY SERVICE 
• It is a service that fits to the user's purpose. 
• It is personally motivating to provide quality services. 
• Quality service satisfies the customers and makes them feel happy. 
• It encourages the users to come back for more information. 
<• It saves time and money. 
QUALITY & USERS NEEDS 
The concept of Quality has changed now a days from provider oriented 
to customer oriented, and it has now been well established that quality is not 
what producers define but it is what the customer require. There was a time 
when the quality of libraries or library services were defined in terms of stock 
size, available resources and number of services provided by them. These 
norms no more form the basis of users delight now. No doubt, these form an 
essential criteria for providing quality services but it is the service itself which 
the user looks for. 
The quality of library service is measured in terms of reliability, 
responsiveness, assurance, empathy and tangibles. The first two are most 
important and related to these are basic services. 
Quality is inextricably linked to customers or users needs. It is users 
requirements that a higher quality library service conforms to; It is a service that 
fits to the users purpose. But users need is not a universal and static 
^ntroiluctiofi 
phenomena. It keeps changing from user to user as one user defines quality in 
his own way. 
Users changing needs lead to the change in strategy towards achieving 
the goals of user satisfaction, meeting requirements of the users with time 
requires updating of libraries continuously in terms of its resources, equipments 
and facilities. A library may function under certain constraints like finance, 
personnel, management, policies etc. and for a library, it is never possible to 
satisfy all the users. Therefore, it is essential to segment the users on the basis 
of their literature and information needs and to decide upon the grips of the 
users to provide quality services. 
QUALITY AND SATISFACTION 
TQM gives priority to users satisfaction and the value of knowledge 
woven into the final product, i.e., information. Users satisfaction is a subjective 
concept, which is related to satisfaction. 
WHAT IS TOTAL QUALITY MANAGEMENT 
TQM is a new management concept where in quality is the driving force 
of the entire activity cycle from beginning to end. TQM is an acronym which 
means Total Quality Management. It stands for: 
T = Everyone has a role to play. 
Q = Doing right things first time, every time, all the time; and 
M = Art of making it happen. 
It is a customer need driver management process. It emphasises on 
identifying customer needs expressed in customers own words and then linking 
8 
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customers perceived quality to internal managerial process and measuring the 
impact of quality improvement at the workplace. 
ORIGIN OF TQM 
TQM is firmly rooted in the manufacturing sector, and the American 
"Quality revolution" that began in the 1960,s is commonly attributed to an 
American satisfaction, Dr. W. Edwards Deming (1900-1993). Deming did 
landwork with Japanese manufacturers following world war II, when that nation 
was suffering from a negative balance of trade due to the interior quality of the 
goods it produced. Deming helped the Japanese to rebuild a shattered 
economy by radically improving the quality and reputation of its products. So 
successful were Deming with his theoretical applications in Jpan that he 
became national hero there. 
STEPS IN MEASURING QUALITY 
(i) Identify the right things to measure (i.e. key indicators of customer 
satisfaction). 
(ii) Established a baseline (i.e., the situation for each quality indicator 
when you began). 
(iii) Identify the targets going to attempt to each. 
The adoption of a TQM orientation to quality demands emphasises on 
customer defined standards where "customer" is interpreted to mean whoever 
is the receiver of a product or service, whether external or internal. Quality must 
be judged by the customer. The quality management approach focuses on the 
finding and reducing the causes of variation that occur in the systems used to 
produce the results. Improved document delivery is everyone's business. In 
^ntf*o<iucti€>n 
contrast, today quality is holistic and characterized by outward space direction, 
it focuses on the needs and expectation of the customers of a product or 
service. Thus overtime responsibility for quality has moved backward or up the 
production line from a downstream department that performed inspection, bacl< 
to the engineering and production design departments, back again to upper 
level management, and finally to widespread organizational commitment. 
EFFICIENCY & EFFECTIVENESS 
Both the terms are important from quality management point of view 
because services provided must be internally efficient and externally effective. 
Efficiency is the ability to optimize the use or resources in delivering objectives; 
"Doing things Right". 
DEFINITIONS 
The review of literature reveals that, there is no consensus regarding 
definitions of total quality management. 
According to Kawatra (1992) 
(1) TQM is "a structured system of continuous improvement employing 
participative management and centered on the needs of customers." 
This definition contains the key elements of TQM: structured process, 
continuous improvement, employee Involvement, and customer focus. 
(2) According to ISO 
TQM is "A management approach of qn organisation centered on 
quality, based on the participation of all its members and aiming at long 
term success through customer satisfaction and benefits to all members 
of the organization and to society". 
10 
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(3) According to Brockman (1992) 
"TQM is a management philosophy embracing all activities and practices 
through which the needs and expectations of the customer, community 
and the objectives of the organisation are satisfied in the most efficient 
and cost effective v\/ay by maximizing the potential of ail employees in a 
continuing drive for improvement". 
(4) According to British Standards (no. 7850) 
"TQM is management philosophy and company practice that aims to 
harness the human and material resources of an organization in the 
most effective way to achieve the objectives of the organization". 
(5) According to Albert Koller 
"TQM is a system of continuous improvement employing participative 
management and centering on the needs of the customers. It is more a 
preventive culture than a management theory." 
The definitions specify four elements namely, customer needs and 
service management, quality, continuous improvement, and participative 
management leading to achievement of goals of the organisation and customer 
satisfaction. 
TQM IS DEFINED AS FOLLOWS 
(1) Quality is to satisfy agreed customer requirements continually. 
(2) Total Quality is to achieve quality at low cost. 
(3) Total quality management is to obtain total o.udHxi'i by involving 
everyone's daily commitment. 
11 
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WHAT TQM IS 
1. TQM means shifting a way from control driven to culturally-driven 
quality, meaning that, quality is becoming the driving force of the activity 
cycle, starting and ending with customer. 
2. Shifting away from controlling-in to managing-in quality, that means 
flexibility to (i) react to changes, (ii) ability to innovate, and 
(iii)commitment to continuous improvement of quality. 
3. TQM demands to know what is right. To do things the right way every 
time, and to continuously look for ways to improve every process in the 
organisation. 
4. Customer satisfaction through continuous improvement is the heart of 
TQM. 
5. Management commitment and top-Down leadership are must for TQM 
success. 
6. TQM is not a short-term solution to problems, rather a long term 
perspective for improvement. 
OBJECTIVES OF TQM 
1. The overall objective of TQM is to satisfy customers through its quality of 
services. 
2. Continuous improvement of the organisation which be equal to or 
greater than that of any competitor. 
3. Continuous and relentless cost improvement. 
4. Continuous and relentless quality improvement. 
12 
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5. Total participation, i.e., creating an organisation where by everyone is 
working towards making the organisation the best in its area of activity, 
and to capitalise on the sense of achievement and working in a world 
class organisation. 
6. Dedication and commitment in management. 
7. Creating a teamwork. 
8. Recognition of human resources. 
9. Employment of vital and viable practice of management. 
TQM is a creation of library organizational culture committed to the 
continuous improvement of skill, teamwork, process, output, service quality and 
users satisfaction. 
BENEFITS OF TQM 
1. Work itself becomes more interesting through greater involvement of 
employees; 
2. Increase in general productivity. 
3. Lower absenteeism because of greater job interest and satisfaction to 
employees 
4. All round greater team spirit. 
CHARACTERISTICS OF TQM 
TQM involves a structured process and its characteristics are as follows: 
(1) TQM makes the organisation focus on the needs of the customers both 
internal and external instead of the needs of the organisation; 
(2) The goal of the organisation is to improve the quality of services / 
processes on a continual basis instead of major innovation and change; 
13 
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(3) Analysis of problems or services is based on objective facts, using 
standard measurement tools in order to isolate the root issues/problems; 
(4) Employees are empowered to work collaboratively in self directed teams 
under a unified vision developed jointly with administrators. 
TQM is not a solution to every problem. It is not a way to delegate 
problems to a third party or not a way to compel workers to produce more 
output while one should note that it is not surrendering supervision or 
leadership. Reliance is not totally on statistical controls. 
PHASES OF TQM 
There are six identifiable phases to achieve TQM : 
(a) Communication : Create awareness, resolve conflicts, coordinate 
activities, create an image of product, quality and 
reliability. 
: Develop methods, list procedures to evaluate 
quality, understand the price/danger of non 
conformance to quality. 
: Clarity of concepts and policies and commitment 
in the organisation for it. 
: TQM is quality focused and user oriented and 
integrated management. 
: Problems of non-conformance which are mainly 
due to lack of knowledge, skills and facility. 
Avoid wastage of time and efforts, upgrade the 
(b) Competence 
(c) Commitment 
(d) Comprehension 
(e) Correction 
14 
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skills of employees towards detecting and 
correcting errors, 
(f) Continuity : Maintain its importance to ensure continuous 
improvement in service. 
MAIN ELEMENTS OF TQM 
The main elements of TQM are depicted in figure 1. more specifically 
these are: 
1. Quality is Customer Defined: Quality is defined in terms of customer's 
perception, ox in a more complex model that is widely debated in the service 
quality literature as the gap between expectations and perceptions. Such 
customer focus requires not only an attention to internal processes, but also an 
awareness of the external marketplace. Only a match between the 
requirements of the market place and the internal processes and operations will 
lead to a quality service. 
2. Internal and External Customers: The only way to ensure that the 
organisation has a focus on customers that impacts equally on all departments 
and teams, including those not in direct contact with the external customer, is to 
encourage each employee to identify those to whom they provide a service and 
view those people as their internal customers. In this way customer orientation 
can permeate the organisation. 
3. Employee Involvement : Employee involvement follows automatically 
from the need for all employees to consider their internal customer. Employee 
involvement means that each individual must take the initiative and not rely 
upon someone else. In order for this to be achieved, the organisation needs a 
15 
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culture which encourages this behaviour. Everyone must understand that they 
contribute equally to quality and can only succeed through co-operation and 
support. 
4. Error Free Processes: The focus of TQM is on prevention to eliminate 
waste, reduce costs and achieve error free processes. The traditional approach 
to TQM which developed in a manufacturing environment was a strong focus 
on process quality control. Service managers need to interpret this focus in a 
way that is appropriate for services with inherent variability and the less 
controllable element of the customer. 
6. Performance Measurement: Performance measurement needs to be 
based upon timely measures of and feedback on performance through superior 
quality information systems. 
6. Continuous Improvement: Continuous improvement must be seen as 
the responsibility of everyone in the organisation. To develop this a focus on 
training, education, communication, recognition of achievements and team 
work is often seen as appropriate. 
7. Implementing TQM: Whilst there is some general agreement as to the 
concepts and philosophy of TQM, there is much less agreement about the 
route to be taken. Although much has been written on the subject of 
implementation of TQM, there are many factors that might influence the most 
appropriate approach to TQM in a specific context. Rather than attempt to offer 
a model for the introduction of TQM in information services, it is perhaps more 
fruitful to explore some of the issues that need to be addressed on the road to a 
successful implementation of TQM. 
16 
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Figure - 1 
The Main Elements of TQM 
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TQM IN LIBRARIES / INFORMATION CENTRES 
Application of Total Quality Management in the context of library and 
information services, seems to be comparatively of recent origin. However in 
Indian context it has its origin in library/information science as early as 1931 
when Dr. SR Ranganathan gave to the world of librarianship, his famous five 
laws. It is the fourth law, save the time of the reader, which has smWar 
implications as are advocated in the TQM process. His explanation for the term 
'Documentation' as pin pointed, exhaustive and expeditious organization and 
17 
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retrieval of information is what is the sum and substance of TQM approach in 
the library context. The way he enunciated even his first three laws makes it 
clear that he had, way back in 1931, the element of user satisfaction' in his 
mind while pleading for the establishment, growth, development of the library 
systems/services. 
A modern library of today, is charged with three basic functions and 
these are. 
1. Acquisition of knowledge 
2. Organisation of knowledge 
3. Dissemination of knowledge 
ACQUISITION 
The main activities involved in the 'Acquisition' process are: selection; 
ordering; receipts, payments and budget keeping. 
Libraries generally, select learning resources for their libraries on the 
basis of 
1. User requests/requisitions; 
2. Reviews; 
3. Publisher's catalogue; 
4. Exhibitions etc. If a library is customer oriented, then it would give 
maximum emphasis on customer's need. Normally, it takes a long for a 
book to be made available to the user and paid after it has been 
supplied. Delays in both the aspects, directly or indirectly, affect the 
customers. Application of TQM in special libraries would advocate that 
documents should be made available in least possible time, to the user 
18 
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as well as the supplier is paid promptly, makes enough when customer 
satisfaction is the key satisfaction. 
ORGANISATION 
All these are technical tasks and if performed with logic and user 
approach in mind, will serve as helpful guides to the customer in retrieving 
his/her document/ information expeditiously. In the present age when powerful 
computer devices and integrated library softwares are available, it has made 
call numbers more compact. Ease and convenience of the customers are given 
top priority rather then hold on to age-old traditional approaches. Customers 
need not to be fussy about punctuation marks and other such little aspect 
prescribed by catalogue codes rather then instruct machines to do ail sorts of 
job for patrons in desired fashion. There is no point in being fussy about 
set/limited subject terms, keywords when free text searches, boolean searches 
etc. are available. 
DISSEMINATION 
This Function of the library is directly related to customers. Library 
acquire and organize their learning resources to meet information needs of 
their customers. This function is carried out in different ways in different 
libraries. Libraries usually disseminate information in following modes; 
GENERAL 
i) Circulation (lending) services 
ii) Instruction and assistance in the use of learning resources. 
iii) Reference/information services etc. 
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SPECIAL 
In CAS following services are rendered: 
a) Lists of recent additions to the library 
b) Content pages of latest periodicals issue 
c) Forthcoming publications 
In SDI, the following services are rendered: 
a) Select documentation bulleting. 
b) Select Bibliographic compilations. 
c) Literature searches; manual, online, off-line, etc. 
QUALITY IN SERVICES 
Circulation 
This section facilitates issue and return of library materials to authorised 
patrons are available to every library. Though different systems and procedures 
are used for the purpose in different situations, the emphasis to be in most of 
the cases on the security aspect of the lended materials rather than satisfying 
user queries. TQM presupposes that the systems in operation should by and 
large provide for quick and accurate information. 
i) Where a particular document is at any given point of time. 
ii) When due for returns issued. 
iii) Subject wise issue/return statistics. 
iv) User category type. 
These are essential indicators, which ensure judicious and optimum use 
of collection and further enriching the collection. 
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REFERENCE / INFORMATION SERVICES 
In TQM approach, emphasis is given for optimum quality. It is no quality 
if, for example, reference queries attended by a library increased to 300 from 
100 in previous years, if all the extra 200 queries were attended incorrectly. 
Mere statistics have no value in terms of quality. It advocates for better services 
rather then "more" services. Efforts would be made to correct 200 incorrect 
responses, to enable the staff to understand the specific problems associated 
with the problems associated with the process of providing the services. 
INTER LIBRARY LOAN SERVICES 
Inter Library Loan is an old age concept in librarianship. But the figures 
in most of the cases continue to go down from year to year when, libraries 
dependence on each other is increasing day by day. 
REPROGRAPHIC SERVICES 
It has been shown that liberal photocopying services rendered by 
libraries have not only minimized document losses, page tearing, scribbling, 
marketing etc. but have also attracted users to the libraries when assured of 
the document or its photocopy. Efforts to provide the services with minimum 
lead-time and quality copy would be the elements; the TQM approach would be 
looking for this service, 
DOCUMENTATION SERVICES 
TQM advocate all the services useful to the users be in the form of CAS 
or SDI. This one way traffic cannot go further when even in the 
library/information environment, competition has crept in from outsiders, 
customers have become more information conscious and willing to pay for 
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quality information products / services. Libraries / information centers can 
tackle this problem only with the efficient TQM approach. 
The implementation of TQM requires a changed attitude of employee 
towards their work. Each employee has to contribute his/her best for achieving 
the objectives of the department, which in turn are driven by the library. Every 
one has to work to meet and exceed the user's requirements for literature and 
information. 
ADVANTAGES OF TQM 
i) Better product design; 
ii) Developing an inventory of all the documents available in a library; 
iii) Development of a database which include records for all types of 
material held in a library; 
iv) Facilitating through a variety of tools can provide access to universal 
publications; 
v) Improving skills to end users to profitability interact with information 
systems and services; 
vi) Integrating and networking all library resources into serviceable 
resources to users. It helps maximum utilization of library resources; 
vii) Reduction if user complaints; 
viii) Efficient utilisation of men, machines and materials, resulting in higher 
productivity; 
ix) Eliminations of bottlenecks and tension free work environment, leading 
to good human relations, and 
x) Improvement of confidence among user. 
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PRE-REQUISITES FOR IMPLEMENTATION OF TQM IN LIBRARIES 
i) Establish quality goals and subject them to continuous review; 
ii) Create and develop a procedure file which will help library staff to 
perform their task according to quality standard; 
iii) Desire mechanism to ensure balanced growth of library collections by 
appropriate budget allocation among various competing subject areas 
which is one of the essential pre-requisites for healthy collection 
development; 
iv) Perform technical processing tasks with logic user approach in mind, 
which will serve as a helpful guide to the user in retrieving his/her 
documents / information expeditiously and pin-pointedly; 
v) Always use the latest classification schemes; cataloguing codes, subject 
heading list and the thesqures for processing work; 
vi) TQM pre supposes that the circulation systems in operation should by 
and large provide for quick and accurate information; 
vii) Keep issue / return statistics to ensure judicious and optimum use of the 
collections, enriching the collection; 
viii) Provide specialised information services consistently and regularly to 
keep the users knowledge up to date; 
ix) Meet reference queries effectively, efficiently and promptly; 
x) Create a good user profile; 
xi) Provide value added services efficiently; 
xii) Provide efficient SDI Service to save the time of the user; 
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xiii) Maintain staff manual and authority file, so tliat it obviates the 
inconsistency of worl<;; 
xiv) Maintain all library records properly; 
xv) Place information sen/ice professional at appropriate places for receiving 
enquiries from users; 
xvi) Reduce errors during execution through effective document control; 
xvii) Improved communications resulting in faithful completion of activities; 
xviii) Everyone involved in the work should be aware of their individual 
responsibility for quality; 
xix) Identify staff training, education and development opportunities; 
XX) Change the library management practices and attitudes in every 
functional areas enhancing the seriousness of purpose to satisfy the 
user; 
xxi) Perform house keeping job diligently; 
xxii) Computerisation of all the library house keeping operation and 
information services in useful to achieve Total Quality management; 
xxiii) Increase opportunities for user interaction and feed back; 
xxiv) Develop good public relation; 
XXV) Ensure commitment of all; 
xxvi) Ensure quality at minimum cost; 
xxvii) Encourage innovation and efficiency; 
xxviii) Communicate openly. 
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TRAINING 
Education brings awareness of the need for change and provides the 
means whereby change and development can be accomplished. All library 
professionals should have requisite knowledge and skills in all the services and 
housekeeping operations maintaining consistency of the procedures that are 
deployed and implemented results from a combination of excellence of the 
documentation system and the skills and training of personnel. 
The library manager shall establish and maintain documented 
procedures for identifying training needs and provide for the training of all 
personnel performing activities affecting quality. To achieve this, library 
personnel should be sent to attend various refresher courses, computer 
applications, workshops and seminars. 
IMPACT OF INFORMATION TECHNOLOGY 
Modern technology has resulted in greater degree of excellence, 
standardisation and more productivity. Better technology facilitates zero defect 
first time and every time by minimising the human intervention. Automation has 
helped in the processes where defects are difficult to control. In actual practice, 
new efficient technologies reduce cost per unit continued by the full capacity 
utilisation. All possible ways should be utilised for the incorporation of new 
efficient technologies in view of its impact on quality and productivity. 
TQM & PEOPLE'S PARTICIPATION 
TQM would be incomplete if the most crucial element the people, 
responsible for making it happen are not given due attention. Quality will 
definitely come up when every individual in the library is taken into confidence 
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and when all of them are made clear about the library's mission, goals and 
objectives. This element presupposes that the pursuit of the quality must begin 
from the top down. Training and retaining employees is an essential element in 
the quality process. 
Kawatra States that TQM is a journey and not a destination and that the 
under lying theme must be one of continuous improvement. Total Quality 
Management operates within a culture which recognizes that problems and 
opportunities exist and recognises the responsibility of the organization as a 
whole to resolve problems and exploit opportunities. 
Hence it can be said that when TQM is injected in the system of 
library/information centres it would automatically enhance its capability and 
efficiency. 
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TQM 
1, AL-ASSAF (AF). Historical Evaluation of Managed Care Quality. 
Managed Care Quality: A practical guide. 1998; 21-29. 
This book is about quality in managed care. Health care quality in 
general, focuses on the concept that health care has three major cornerstones; 
quality, access, and cost. Although one is dependent on the other and each 
can effect another, quality has a stronger impact on the two other cornerstones. 
Quality is achieved when accessible services are provided in an efficient, cost-
effective, and acceptable manner. A quality service is one that is customer 
oriented. It is a service that is available^accessible, acceptable, affordable, and 
controllable. Quality is achieved when the needs and expectations of the 
customer are met. In health care, patients are the most important customer. 
2. BISEN (Rakesh Singh). Managing change: Skills for Quality 
improvement. All India Library Conference (46^ *^ : 2001: Ahemedabad): 804-
808. 
The paper provides an overview of requirements for managing change 
for skills, quality and improvement. It discusses steps for the execution of plans 
for change. As organizations resists change - they have 'immune system', that 
automatically resists alterations to the status quo and so anyone who sets out 
to create change needs to know exactly what one is faced with. Most people 
who take on this type of challenge are already capable and multi-skilled 
individuals, yet even the most capable people are often surprised and 
unprepared for some of the difficulties they encounter. Creating organisational 
change is a great challenge but it is not an impossible task. High performing 
organizations are adept at responding to rapidly changing circumstances by 
implementing a constant stream of changes in their products, services, 
processes and methods. 
3. CHUAN (Lim Chong). The Tao of quality - another framework. TQM 
Magazine; 1997; 250-254. 
Now a days quality practitioners appear confused and divided with 
regard to the issues of ISO 9000, TQM, business process reengineering and so 
on. Opines that the confusion or conflict can be reconciled if one can look at the 
evolution of total quality detachedly and holistically. Works out a Tao of quality 
frame work. From the analysis of a system view of a business, the MBNQA 
model and the EFQM model, first highlights the essence of TQM based on the 
concepts of quality management systems & then combines it with some 
prevailing life values in a relation diagram to form an open system framework of 
values. It supports the view that there are different levels af existance & there is 
a different TQM model appropriate at each level. To make each TQM model 
relevant, It has to be associated with the prevailing dominant life values at that 
level. If an organization culture can perform as is appropriate to that level, it will 
build up energy and competence. The sustained practice will eventually 
transform the organization to the next higher level of existence. 
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4. CLAIR (G St.). Exceptional information delivery: Use the TQM -QIM-
SLA Competencies connection. Information Outlook.1f8): 1997, Aug.; 17-20. 
It describes how three management concepts can provide the perfect 
framework for information specialists seeking to achieve excellence in 
information delivery. The basic principles of TQM, quality information 
Management (QIM) and ideas put forward in the US Special Libraries 
Association (SLA)'s 'competencies for special librarians in the 21®* century' can 
be combined to create a solid foundation for organizing and implementing a 
superior information services operation. Linking TQM, QIM and the SLA 
competencies positions the information operation as an organizational 
functional unit that works, providing users with the information products, 
services and consultation they require. 
5. DENNIS (Doin). Brane new reductionism: TQM as Ethnocentrism. 
Education Policy Analysis Archives. 9 (3); 1995, May. 
At century's end, practices at institutions of higher education are 
regularly subjected to a humbing array of stresses. Under the umbrella of fiscal 
austerity, intensified regimes of surveillance, in the form of corporatist 
management philosophies. TQM proponents how advocate the total 
management of human thought and identify. In a blatantly ecor\on\e\x\c and 
ethnocentric discours where human variability in a "virus" to be "eliminated" 
under a war metaphor, nothing less than the future of independent intellectual 
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work is at stake. This essay primarily explores how the theoretical roots and 
contemporary topes of TQM shape a range of TQM effects. 
6. GROSSMANN (Annett) and MARTIN (Hans). Flexible management 
system for occupational safety and Quality. International journal of 
occupational safety and ergonomics; 195. 
It is necessary to create a management for flexible process and a 
structured flexibilisation of the processes. This represents the basis for the 
retention of existing flexibility and occupational safety. The strategy for a 
management of flexible processes lead, firstly, to a structuring of company 
procedures whilst still retaining the necessary flexibility and certification ability 
as laid down by standards No. DIN EN ISO 9000FF. and, secondaly for 
keeping of the demand of an occupational safety management system. In this 
article the inclusion of cor workers in the foreground. This will be combined with 
the goal to utilise their experience and their acceptance of the solution worked 
out. 
7. HARRINGTON (H. James). The fallacy of universal best practices. The 
TQIVI Magazine. 1997: 61-75. 
Argues that winner of the Macolm Baldringe National Quality Award, the 
Deming Prize, and the European Quality Award are help up as models of how 
organizations should be managed. Unfortunately, what may be good for them 
can be disastrous for your organization. Bases this report on one at the world's 
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largest International management practice's database and provides statistically 
sound conclusions that can change the way you think about best practices, 
benchmarking, and the way you are managing your organization's 
improvement efforts. 
8. HARRINGTON (M James). National traints in TQM principles and 
practices. The TQM Magazine. 1996; 49-54. 
The article points out that we have accepted on faith many of our 
improvement tools without really understanding their impact on the 
performance of the organization. It challenges some of the basic principles on 
which total quality management was founded. Presents data from the 
International Quality study performed over a three year period by Ernst and 
Young and the American Quality Foundation, which, with over two million 
pieces of information in its database, is the largest, most complete 
management practice benchmark resource in the world today. Highlights 
similarities and differences between countries. Defines best practices based on 
the statistical analysis of the business results achieved internationally. 
9. HERNON (Peter) and NITECKI (Damuta A.). Service quality a concept 
not fully explored. Library Trends. 49(4); spring 2001; 687-708. 
Libraries embrace TQM as a culture of assessment, number of them 
increased their commitment to customer orientation and to have customers 
who are satisfied with the service provided. Service quality in effect draws on 
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TQM and customer service as well as on marketing research. Fundamental to 
service quality, is the belief that an organisation exists to serve its customer 
that is if it intends to service and flourish in a highly competitive and ever 
changing market. 
10. HO (Samuel K.) and CICMIL (Svetlana). Articles summarising TQM 
implementation in Asia. The TQM Magazine. 1996; 45-53. 
It states that Japanese factories and service organizations are well 
known for their cleanliness and orderliness. Suggests that this results from their 
ability to instill a sense of responsibility and discipline into their workers, 
particularly at plant level. It describes the Japanies 5-8 practice, the logic 
behind which is that organization neatness, cleanliness, standardization and 
discipline at the workplace are basic requirements for producing high-quality 
products and services, with little or no waste, while maintaining high levels of 
productivity. Aims to promote the 5-S technique and explore the reasons why it 
has been widely used in Japan as the first step towards TQM in both the 
manufacturing and services industries. Also discusses the implementation at 
the 5-S with the use of two case examples. 
11. KEHOE (Dennis F.). Total quality management. The fundamentals of 
Quality management. 1996; 89-111. 
The book describes total quality as the integrated application of all the 
techniques and can be thought of as involving everyone and all aspects of an 
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organization in continuous improvement through teamwork. In the long term, 
organizations compete on the basis of their product or service quality. TQM is 
therefore seen as an approach to gaining or sustaining a competitive lead. 
Quality development is fundamental to the log-term business success of all 
organizations. TQM employ an integrated approach to system, techniques and 
organizational behaviour. The author describes importance of quality 
development, characteristics of TQM, Quality assessment models. The main 
components of TQM, Dimensions of Quality development, implementation 
methodologies, organization and planning for TQM and many other aspects of 
TQM. 
12. KINNELL (M) Quality: Is it just a management fad ?: AAL Conference 9-
11 May, 1997. Assistant librarian. 90(6V. 1997, Jun; 88-93. 
The paper examines the concept of Quality Management (QM) which 
encompasses 3 basic activities: quality planning; quality control; and quality 
improvement. It also discusses the role of the survey of the QM literature, 
describes recent research initiatives in QM and explains the concept of Total 
Quality Management. Considers the Business Process Reengineering concept 
and discusses the principal quality systems and some self assessment models. 
Considers employee suggestion schemes as a means of achieving quality and 
discusses the importance of performance measurement of a quality service 
identifying the service features that matter most to the client. 
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13. KOVEL-JORBE (Patricia). Quality improvement: A strategy for planed 
organization change Library Trends. 44(3); 1996, winter; 605-630. 
The article discusses that customer focus, commitment to continuous 
improvement data based decision-making, process and systems thinking, 
employee involvement and decision-making. These form the foundation of 
continuous quality improvement. A necessary first step for the library is to 
determine what change in approach is required to succeed. Whatever 
approach is taken, it must be compatible with internal values and conditions but 
is also true to the requirements of the quality improvement. 
14. KYRILLTDOU (Martha) and HEATH (Fred M). Measuring Quality. 
Librarv Trends. 50 (1): 2001. spring: 12-18. 
The authors observed that SERQUAL developed in the mid 1980's for 
that business sector is based on gap theory. As its simplest level it indicates 
that service quality can be measured by the gap between the customer's 
desired service levels and the perceived level of service. Only the perception of 
customer matters. Three major dimensions emerged from the study and 
service. It focuses on the newer challenges of measuring quality in networked 
environment. 
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15. LEMIEUX (V). The use of total quality management In a records 
management environment. Records Management Quarterly. 30 (3); 1996, 
Jul; 28-34, 36-8, 74. 
The University of the West Indies used four steps total Quality 
Management methodology to address serious operational problems in its Mona 
Campus Registry filling Room. By following this process, the University has 
overcome a number of challenges to achieve greater operational efficiency and 
improved customer service. 
16. LO (Wai-kwok). Application of Deming's principles in the management of 
change - a Hong Kong experience The TQM Magazine. 1997; 336-343. 
It describes how a Hong Kong Company improves its operations and 
manages the improvement through the application of Deming's principles. It 
gives the description in terms of Deming's fourteen quality principles and its 
application in the company and how they help in changing management. This 
case study clearly shows that improving quality can lead to substantial bottom-
line business success and growth. However, to achieve this success is a 
difficult path that must be consistently followed. Suggests and demonstrates 
practical methods to manage such changes. Such methods are applicable and 
transferable to other organizations, in particular for those there operating with in 
a similar cultural environment. 
36 
6Bt6li€^yf€^b^ 
17. LOCO HO (V Hy) and SCULLI (D). The Strategic insights of Sum Tzu 
and quality management The TQM Magazine. 1998; 161-168. 
It reports the results of an attempt to relate the military treatise of the 
ancient Chinese strategist Sun Tzu to strategic quality management. Two sets 
of 20 statements were compiled, one from the work of Sun Tzu and the other 
from the concepts of strategic quality management. A group of employees 
experienced in quality management were three asked to indicate on a discrete 
scale the relevance of each statement in terms of its applicability on quality 
management. The ranking and correlations of the statements are presented 
and discussed. The results indicate a degree of relevance of Sun Tzu's insights 
to strategic quality management in an Asian context. 
18. MARTINEZ - LORENTE (Angel R), DEWHURST (Frank) and DALE 
(Barrie G.). Total Quality Management: Origins and evaluation of the term. The 
Total Quality Management Magazine. 1998; 378-386. 
The focus of this paper is to trace the origin of the term TQM and clarify 
the different definitions employed by academics and practitioners. Feigenbaum 
and Ishikawa are perhaps the greatest contributors to the development of term. 
The other recognized quality management gurus such as Crosby, Deming and 
Juran have shaped the dimensions, practices and mechanism which underpin 
the concept, but it is noted that none of these three actually uses the TQM 
term. TQM started to be used in the mid-1980s and only became a recognized 
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part of the quality-related language in the late 1980s. The paper also analyses 
the key dimensions of TQM and traces their origins. 
19, MC GREGOR (F), Quality assessment: combating complacency. 
Australian Library Journal. 46(1); 1997, Feb.; 82-92. 
It describes the work undertaken at Wollongong University, New South 
Wales, to introduce the principles of total quality management to all library 
activities. Notes that new strategies were found to be needed to continue to 
build on existing strengths and to assimilate continuous review and 
improvement as a means of managing future change. The Australian Quality 
council methodology was selected as a recognized external indicator of 
achievement and to provide valid benchmarking. 
20. PHIPPS (Shelly). Beyond measuring service quality: learning from the 
voice of the staff, the process and organization. Library Trends. 49(4); 2002; 
655-661. 
The concept of continuous improvement is embedded in total Quality 
Management. One of the basic tenets of TQM is that of focus on the 
customers, making its relevance to organization with the customer's victory in 
the global economy. Continuous improvement is also referred as paying 
attention to specific work and place. It is a mission based on CX\X\OB\ process for 
supporting resources and partnership of staffs and users. 
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21. ROBERTS (C). Quality assurance In primary care with information 
management and technology. Health Informatics Journal. 4(2); 1998, Jun.; 
101-105. 
The Information Management and Technology Strategy (IMTS) for the 
UK National Health Service (NHS) Is system Integration with an emphasis on 
improved communications and data accessibility using a common operating 
system. It examines the strategy within the framework of strategic analysis and 
the suitability of IMTS as applied to quality assurance in primary care. 
Concludes that emerging technologies, such as expert systems and the 
internet require further research evidence before considering their suitability for 
inclusion in a NHS wide strategy. 
22. ROSS (Joel E) and KLATT (Lawrence A). Quality: The Competitive 
edge. Management Decision: 12-15. 
The owner or manager of any firm, and particularly a smaller firm, needs 
to recognise that quality whether in product or service, can give him an 
important competitive edge. If we assume that the perceptions of employees 
are representative of actual belief, values and practices in their conditions 
regarding the management of quality. The initial data suggests that 
implementation of the Quality Management Action plan for those owners and 
managers of smaller firms who are serious about improving quality. The results 
of a survey of employee perceptions of quality management practices in smaller 
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business firm were compared with the five dimensions of earlier research-
backed quality management programme. The findings have led to the 
suggestion of a Quality Management Action Plan, which can provide a 
competitive edge. 
23. SHANKAR (SS Udaya). Quality Management of information centres in 
an information society. JASLIC Conference (22:1999:Agra); 205-208. 
Information is vital resource necessary and indispensable for 
development in all the vital spheres of life in an information Society. The early 
days of human history societies largely depended on agriculture in which labour 
was the chief resource when civilization grew up, societies depended upon 
industries and machinery became its chief resource. But in the post industrial 
era, particularly after the world war, the importance of information was felt 
globally and the emergence of the information society came to the scene. 
Information is the key resource in today's information society. Libraries and 
information centres play a significant role in information handling and 
disseminating process, thereby becoming the prominent source for information. 
This article discusses the effective and efficient management of these 
information centres with a high quality and adequate standards, which would 
make the information society, flourish and prosper for the betterment of the 
whole world. 
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24. SMITH (Thomas J). Synergism of Ergonomics, Safety and Quality-A 
Behavioral Cybernetic Analysis International Journal of occupational Safety 
and Ergonomics. 5 (2); 1999; 247. 
This report extends a control systems or cybernetic model of behavior to 
the behavior of groups of many individuals-organizations and institutions 
operating together with technology as complex socio technical (ST) systems. 
The premise is that the level of quality in performance of a complex ST system 
is predicated upon the degree to which its organizational design incorporates 
elements of a closed loop behavioral central system; control goals and 
objectives sensovy receptors, sensory feedback, learning and memory, 
effectors and sensory feedback control. From a control systems perspective, 
ergonomics is essential to effective organizational self regulation. If working 
conditions are poorly designed, work performance and safety and quality out 
comes can not be closely controlled. Conversely, as shown by field evidence, 
good design promotes synergism between ergonomics, safety, and quality as a 
closed-loop consequence of effective employee and organizational self control 
of system performance, safety, and quality. 
25. WALMIKl (RH). TQM in librarianship. All India Library Conference 
(46^ '^ : 2001:Ahemedabad): 155-160. 
The paper sifts through various definitions of 'quality'. It traces genesis, 
meaning and basic elements of TQM and also relates the need for TQM in 
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library and Information centres and suggests viable means of its 
implementation. TQM is a management Concept to achieve excellence. It does 
not demand different things but, simply demands doing things differently. There 
is an unprecedented technological improvement and user's expectations have 
increased. In this context, there is a need on the part of librarianship to be 
prepared to face the challenges. Hence, there must be focus on continuous 
improvement in products and services, greater employee involvement and 
increased emphasis on customer satisfaction. 
26. WILKINSON (Adrian), REDMAN (Tom), SNAPE (ED) and MARCHING-
TON (Mick). Conclusion: Whither TQM? Managing with total Qualitv 
iVIanagement-theorv and Practice. Macmillian. Hong Kong; 1998; 176-188. 
TQM is usually implemented in response to perceived competition, and 
represents an attempts to win and sustain competitive advance. Management 
also looked to TQM to foster employee involvement and a less autocratic 
management style. TQM was seen as being necessary to build employee trust 
and commitment to continuous improvement, TQM promises team work, 
empowerment, customer focus and problem prevention, in reality these ideas 
are rarely achieved, the concepts are often re-interpreted by manager who are 
reluctant to give up power and are driven by short-term considerations. TQM is 
to often implicated within existing ideologies and cultures rather than being 
used to transform them. In practice, therefore, partial Quality Management is 
characteristic of the broader experience of TQM in the UK, and as such its 
42 
potential benefits have not yet been realised, indeed, given some of our 
findings, they may never be achieved. 
27. ZINK (Klaus J). Safety and quality issues as part of a Holistic (i.e. Socio 
technological) Approach International journal of occupational safety and 
Ergonomics; 5(2); 1999; 279. 
The paper deals with integrating quality and safety and holistic 
management concepts. The technical aspects often predominated while 
disregarding the equally important need for a change of attitude. On the other 
hand, awarness was created by timely limited programmes. 
-, AUDIT 
28. KONDO (Yoshio). Hoshin Kanri-a participative way of quality 
management in Japan. The Total Quality Management Magazine. 1998; 425-
431. 
The essential steps of "Hoshin Kanri", or policy management, in 
Japanese companies was described. They are annual policy and medium-to 
long term policy, basic company philosophy and quality policy, converting 
methodological policy into objective policy, the composition of policy, two 
development style of target-top down and bottom-up, target development and 
"Catch-ball" and top management internal quality control audit. 
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29. SHAILJA (PK). Quality audits: Effective tool for managing libraries 
information centres. Library Science with a slant to documentation and 
information studies. 31(2): 1994; 113. 
In the quality environment, library must understand the importance of the 
service areas of their organisation. The training programme for the staff after 
they join the library and information centre will in a great way help them to 
catch up with global trends. The vital point, which is to remember are our goals, 
objectives and aims, which gives purpose to our services and quality as 
required from any organisation. Therefore quality in the user terms means 
accessibility appropriateness, reliability, responsiveness, efficiency and from 
library's point of view cost effectiveness. 
, BOOK BANK, NAGPUR 
30. KUFFALIKAR (Chitra Rekha). Towards Total Quality Management in 
Book Bank Scheme: A care study of Mahila Mahavidayaiya, Nagpur. All India 
Library Conference (46*'':2001: Ahemadabad); 578-587. 
The paper defines TQM in the simplest words, its importance, need and 
application to academic libraries. It also identifies the role of UGC in higher 
education and the extension of there concepts to the various students welfare 
schemes vis-a-vis Bank Schemes. There is an urgent need to strengthen this 
system in order to achieve self-reliance in education and helping poor students. 
The successful operation and functioning of the BBS is based on the premise 
that, it had adequate resources to purchase required books and also has fully 
44 
trained and qualified staff capable of organizing the BBS in the most scientific 
manner. The paper concludes with a positive note that, if the 'Book Bank 
Schemes' are designed with the 'Quality Assurance' in mind, evaluate 
themselves regularly and Improve continuously on there lives, they can set a 
model towards achieving 'Total Quality Management' and can serve as a 
guideline for such other ventures. 
, COLLECTION DEVELOPMENT 
31. MANNA (Summit Kumar). Management of quality collection 
development of electronic resources. All India Library Conference (46*^:2001: 
Ahemedabad); 340-345. 
The measurement of quality is very much difficult in a service sector like 
library and information centre. Internet has added a new challenge to this 
dimension. Now documents are available in a new format and new style. This 
paper tries to find out some parameters that can be used to measure "Quality" 
of library and Information centres, and their collection development policy for e-
resources along with some of the challenges for web documents. \n India it is 
very much under-used by libraries due to lake of proper knowledge and 
infrastructure, etc. Information professionals will be able to handle and manage 
electronic information resources provided, they improve their professional 
competencies with the help of scientific, methodological, managerial and 
economic skills. The electronic information resources can replace print 
collection, but it will take some time to achieve this. The challenge for today's 
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library and Information centres is to manage electronic information resources 
with the help of new technology. 
, CUSTOMER NEED 
32. LIEGH (Cundari) and STUTZ (Kara). Enhancing library services; An 
exploration in meeting customer needs through total Quality management. 
Special libraries Association. 1995; 188-191. 
TQM is a process, which focuses on understanding customer needs and 
improving customer services and satisfaction. TQM could serve as a practical 
and useful strategy for the ongoing evaluation and improvement of library 
services. An important measure of the effectiveness of a library as a service 
organization is the level of customer satisfaction with the services and 
materials it provides. TQM, with its emphasis and CQI provides a systematic 
approach for creating a quality, customer focused library. Libraries have much 
to gain from using TQM principles in the monitoring and self evaluation of their 
services and resources. As the first step is an ongoing program of quality 
assurance, this process has followed the professional library staff to identify 
customer needs, to make changes to accommodate those needs and establish 
the mindset that qualify improvement is an ongoing process. 
, DISTANCE, EDUCATION 
33. MALHAN (IV), SHARMA (RR) and SHARMA (Desh Bandhu). Quality 
library and Information Services for the distance education students. All Indian 
Library Conference (46^ *^ : 2001: Ahemedabad): 501-506. 
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The learners of distance education programmes do not enjoy access to 
regular classes and constant help and guidance of teachers. Contact classes 
are not sufficient enough to deliver the educational materials and self learning 
lessons may not provide the comprehensive and up to date information in the 
concerned subjects of study. High Quality library and information services for 
the students of distance education can bridge this gap by providing additional 
relevant and up-to-date reading material. This paper includes an analysis of 
library and information needs and problems of distance education students of 
the University of Jammu. On the basis of this study suggestions are made for 
enhanced and better quality library and information services, the ways to apply 
modern information and communication technologies for facilitating information 
access and improving the quality of library and information services for distance 
education programmes. 
, DRDO,HYDRABAD 
34. RAO (B Naga Mohan). Quality assurance in DRDO technical information 
cnetres in support of Defense Research at Hyderabad. All India Library 
Conference (46*'': 2001: Ahemedabad): 761-763 
Today our country is facing multiple challenges, these are commercially 
motivated control regimes, technology denials and sanctions by developed 
countries, targeting our institutions and is the only answer to counter these 
challenges. We need to harness the available talents within the country using 
innovative management methods and build technological excellence. This 
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article deals with how the DRDO TICs are able to provide quality information 
services to the clientele and strategies they need for the purpose. 
, EDUCATION, HIGHER 
35. BUCHANAN (HS). The quality movement in higher education in the 
United States. Health Libraries Review. 12(3); 1995, Sep.; 141-1436. 
The article deals with the quality issues in health sciences librarianship. 
TQM has been institutionalized. Within many manufacturing, military service 
organizations in the USA as a response to dealing market share, low 
productivity and customer complaints about poor quality. In the 1990s the 
quality movement has begun to spread to the field of education as a means of 
diagnosing and treating the problems widely recognized as residing in US 
educational institutions, especially in colleges and Universities. Such problems 
include the quality of higher education, financing, facilities, curriculam and 
graduates. Traces the recent US quality movement from its roots in 
manufacturing and the military, its adoption by service institutions, and its more 
recent application by higher education institutions. 
36. SHEJWALKAR (PC). TQM in higher education. University News. 37(8); 
1999; 13-14. 
The article discusses the most pertinent problems and their solution in 
higher education. The advent of television, computer and internet will make it 
possible to spread further the higher education. But we should not be satisfied 
with this massive spread of higher education because, it would be of no use if 
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the requisite standards of quality are not maintained and if the purpose for 
which young generation tal<es higher education, is defeated. It is true that the 
enlightened visionaries in education have realised this need & have been 
underscoring the need for total quality management in higher education. The 
challenge of TQM in higher education cannot be squarely met unless the 
present problems in the university system are identified and solved. 
37. WILLIAMS (VS). Myth or Magic: TQM in higher education. College and 
University Media Review. 1(2); 1995, spring; 21-23. 
The article provides a brief historical background of higher education in 
the US. Taylorism was adopted by industry to streamline management and 
productivity and subsequently crossed to education. Today's systems include 
management by objective, participative management, strategic planning and 
Total Quality Management. It discusses the need of TQM and its implications to 
improve and measure this. 
, , LIBRARY 
38. BARADOL (AK). Quality assurance in library and information science 
education in India. All India Library Conference (46*^:2001 :Ahemedabad); 
523-528. 
The paper briefly describes the need for quality is Library and 
information science (LIS) education. It explains the difference factors to be 
considered to attain quality in US education. The paper suggests that the LIS 
curriculum should be modified to include the new areas. There has to be 
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commitment among the teachers and students towards continuous professional 
development. All these put together will make an institution a quality institution. 
Some countries already have established the agencies which can assess the 
quality in the education. In India the National Assessment and Accreditation 
Council (NAAC) is the agency doing the assessment & accreditation work. To 
bring the quality in the university department, the department as the Unit has to 
be assessed. This assessment performance should be made as the basis for 
the allotment of grants for equipments, staff, etc. This would lead to assurance 
of quality in LIS education in India. 
39. GOKHALE (Pratibha A). Quality issues in library and information 
science education. All India Library Conference (46^'^:2001:Ahemedabad); 
508-575. 
In a global economy, the information professionals are to be better 
aware of wider spectrum of sources of information-which include traditional 
literature, grey literature and documents in electronic format. This requires 
experience quality education and competencies to take up the challenge of 
managing the knowledge based information system. This paper attempts to 
highlight in a nutshell, how library science schools can introduce better training 
to impart quality education to information science professionals of the future. 
The success of quality management in library and information science depends 
on how well the education and training programmes can create a workforce 
that measures upto challenges and opportunities in the information field. It will 
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depend upon the recognition of the implications of the dynamics of the new 
environment and the extent to which LIS education can respond adequately 
and swiftly. A clear directive and decision is needed for determining future 
strategy, Efforts may also be directed to identify such professionals in the 
country who possess good leadership qualities & vision to take the profession 
ahead successfully. 
40. SRIVASTAVA (Jitendra). Quality assurance in library and information 
science education in India: Challenges and implication. AH India Library 
Conference (46*^:2001 :Ahemedabad); 492-499. 
The internet based electronic resources is increasing & electronic 
publishing is growing and libraries are going towards automation and 
digitization. Quality library information service is the requirement of the day. In 
the above context quality assurance is essential for LIS education in India. 
There is an urgent need to establish central accreditation body for LIS 
education, there is also need to establish central training council for LIS 
professionals named as National council of US Education Research & Training 
(NCUSERT) under the HRD ministry. There is a need to improve the quality of 
distance education in LIS, need to improve the UGC, it should act as 
accreditation body for LIS education, instead of performing recommendatory 
functions. The quality assurance in LIS education in India is an urgent need of 
the day for improvement in library & information service quality all over the 
world. 
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', ORGANIZATIONAL 
41. PEARSON (Christine M). Aligning TQM and organizational learning. 
Special Library Association. 1993; 147-150. 
This article addresses TQM in the general frame of organizational 
learning including the pitfalls that can hamper TQM's contribution to improving 
competitive advantage. To establish the issue of TQM more concretely, three 
area were explored: (i) why mangers and executives currently find themselves 
faced with an array of "Programs of the week", (ii) the fit between one such 
program, TQM, and organizational learning and (iii) potential misuses inherent 
in TQM. The article concludes that before initiating TQM managers must fully 
consider and understand the likely effects that the program will have on 
employees and the tasks they perform. TQM should be implemented only after 
there is reasonable understanding of the impact that it may have on stake 
holders-work groups, throughout the organization, and outside the organization. 
TQM should be an effort implemented not for its own sake, but to enhance the 
learning capability of the organization. 
, ..... , SECONDARY LEVEL 
42. CHAO (Chih Yand), CHUANG (Chin-Feng) and HSIAO (Hsichi). The 
total Quality Management based approach for teaching and learning. Bayview 
Beach Resort. Batu Ferrinqhi Beach. Penanq. Malaysia. 1999, Sep. 
The purpose of the study was to generate and validate a TQM based 
approach for the teaching and learning in the secondary level education. In 
order to accomplish the purpose, several methods were applied in the study. A 
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literature review process was conducted to confirm the flexibility to apply TQM 
approach to the education sector. Following this, system approach and related 
documents include analysis and design techniques for instruction were 
reviewed, so that a TQM based model were constructed. This model contain 
several skills, such as cause and effect diagram, flowchart were introduced to 
the instructors and learners. After constructing the TQM based model, a panel 
discussion was conducted to validated and improved the model. The model 
included analysis, design, development, implementation, and evaluation 
processes. 
, ENTERPRISE 
43. AGUILAR SAVEN (R), NAIM (M) and ROWALANDS (H). The role of 
TQM in extended enterprise integration. International Conference on 
Production Research (17*'':2003: Balckburg. Virginia. USA). 
Enterprise integration (El) have emerged as an approach to bring 
together various elements that constitute an enterprise the aim of El is to create 
a whole bringing together elements that produce an effect that is greater than 
the sum of the individual elements. This holistic approach also underpins a 
number of other management approaches including TQM and supply chain 
management (SCM). The authors were approach to define the characteristics 
and attributes of El, TQM and SCM and highlight the major areas of 
commonality and differences. They develop a conceptual framework that 
extends the focus of enterprise integration, towards extended enterprise 
integration. They concluded that El is strong at the development of system 
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frame works /architectures, but can gain from TQM and SCM by considering 
softer organisational and attitudinal issues. All three approaches were weak in 
financial performance measurement and then is highlighted as a future area of 
research. 
, ERGONOMICS 
44. EKLUMD (Jorgen AE). Ergonomic and quality management. Humans in 
interaction with technology work. Environment and orgtanisation. international 
Journal of Occupationai Safety and Ergonomics. 5(2): 1999; 143. 
In many studies, ergonomic has been shown to influence human 
performance. The aim of this paper was to demonstrate important ergonomics 
influences on quality in industrial production, from the perspective of 
interactions between human, technology, organization, and work environment. 
A second aim was to elaborate on the implications of these findings for the 
development of quality management strategies. This paper shown that 
ergonomics problems in terms of adverse work environmental conditions, 
inappropriate design of Technology, and an unsuitable organization are 
important cause of quality deficiencies. Problem solving aimed at improving 
ergonomics, quality, and productivity simultaneously is likely to obtain support 
from most of the interest parties of the company, and may also enhance 
participation. Ergonomics has the potential of becoming a driving force for 
development of new quality management strategies. 
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45. GETPi" (Robert L) and GETTY (Juliet M). Ergonomics oriented to 
processes becomes a tool for continuous improvement. International Journal 
Of Occupational Safety and Ergonomics. 5 (2): 1999; 161. 
A holistic view is essential for quality initiatives such as TQM standard 
No. ISO 9001:1994 (International organization for standardization [ISO], 1994) 
concurrent Engineering, Business Reengineering, and Business process 
improvement. The challenge is knowing how to transition from this theoretical 
concept to implementation. The relationship between quality interest and an 
ergonomics program will be the focus of this discussion. An ergonomics 
programmes oriented improvement programme includes (a) ergonomics or 
fitting the top to the persons; (b) integration of operations management, safety 
engineering, medical management, and employees as co-owners of new 
process (c) the emphasis of ergonomic precepts in the engineering of new 
processes and improvement of current processes; and (d) the emphasis of 
employees taking responsibility for their own well being and the improvement of 
their work environment. The parallel between the continuous improvement 
process daiineated by the quality system requirements in standard No. ISO 
9001: 1994 (ISO, 1994) and the improvement contributions of ergonomics are 
very revealing (Getty, Abbott, and Getty, 1995). It is the contention of this 
approach that if the precepts of ergonomics were applied to the work 
environment, it would support the objective of world class quality and 
productivity, resulting in improved global competitiveness of business. 
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, GATEWAY 
46. ASHRAF (Tariq) and SINGH (Devraj). Selection criteria for quality 
controlled information gateway. Ali India Library Conference (46**^ :2001 
Ahemedabad); 444-456. 
The information industry has recently turned its attention to the notion of 
product quality with regard to online databases and CD-ROM and same 
progress has been made in co-operation with the library community and online 
user groups. Quality is usually defined in relation to a set of guidelines or 
criteria. The same broad approach is currently being applied to information 
provided over the internet. The paper looks into ail these aspects and lays 
down certain criteria for evaluation of electronic information products. Quality is 
a diverse concept and has been applied to many things. In management 
science it is applied to products, services and the process of management itself 
in TQM; with information, we are mostly concerned with product quality-
ensuring that a product, whether it be a Journal, electronic database or www 
page, fulfils an agreed set of criteria. Additionally, however, information 
providers might have some interest in service quality with its emphasis on the 
expectations and requirements of the customer or user and their fulfillment. 
, HOTELS, NEWZEALAND 
47. ELIZABETH (L Thomson) and THOMSON (sturatc). Quality issues in 
nine New Zealand hotels: A research study. The TQM Magazine. 1995: 16-20. 
The article is a case study of nine hotels in Wellington focusing 
restaurant managers and frontline staff. It reports that a number of findings with 
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practical relevance emerged on which recommendations have been based. 
These deal with what quality means in practice; quality and servitude; shared 
perceptions of quality; empowering for quality; recruiting for quality; part-time 
versus full time employees; quality programmes other than TQM; quality with in 
a wider context; and positive attitudes to complaints. 
, HUMAN RESOURCE 
48. SORNAM (S ALLY). TQM for the competitive capabilities of human 
resources in information sector. All India Library Conference (46**^ : 2001: 
Ahemedabad); 161-165. 
TQM is the planning, organisng and controlling of organizational system 
to achieve continuous improvement and service with the most economical level 
which also begets full customer satisfaction. Quality Management is a never 
ending journey and the first step is commitment from the workers. It also 
involves a vision that provides new direction to the organisation. Resources are 
central to the effectiveness of any programme along with teamwork to 
implement the programme LIS professionals who are competing with IT 
workers must ensure quality in their work, product and service. TQM stimulates 
them to give the best to the society. 
, INDUSTRY, JAPAN 
49. PHENG (Low Sui). A book of five rings: The samurai way to achieving 
construction quality. The Total Quality Management Magazine. 1997; 159-
164. 
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The authors discusses argues that the management of quality in the 
construction industry is often flawed by people-related problems. It suggests 
that there is tremendous scope for applying Miyamoto Musashi's lessons in A 
Book of Five Rings for overcoming some of these problems and for managing 
construction quality. Just as the samurai strives to perfect his killer instinct, the 
application of the Samurai way in the building industry can serve to achieve 
getting the construction quality right first time, every time. Provides a historical 
account of Miyamoto Musashi's A Book of Five Rings, highlights its teaching 
and analysis how these can be adapted or applied for managing construction 
quality more effectively in the ouilding industry. 
, , SINGAPORE 
50. GHOSH (BC) and HUA (Wee Han). TQM in practice: A survey of 
Singapore's manufacturing companies on their TQM practices and objectives. 
The Total QuaUtv Management Magazine. 1996; 52-54. 
The article presents the findings of a survey on TQM practices of 
sigapore's manufacturing companies. It details that the sample comprised of 27 
companies of different country origins, then come from different industries and 
together, the companies employed more than 16,000 people, which is 
approximately 5 per cent of singpore's manufacturing labour force, thus in the 
view of the writers, representing a fair sample. Confirms from the findings that 
TQM is well established in Singapore, especially among medium to large-sized 
manufacturing companies although not in all its facets, hence giving a mixed 
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picture. Fails to confirm that tiie practice of TQM in companies of different 
country origins was significantly different, though Japan probably had an edge. 
, , SINGAPORE 
51. GHOSH (BC) and LING (Mak Tzi). TQM in services: The case of 
Singapore's advertising Industry. The TQM Magazine; 1994; 34-42. 
The advertising industry in Singapore faces an actual competitive 
environment which demands a high level service from agencies with TQM as 
the perspective. Mere excellence in creativity with Its high focus on product, 
rather than the market, is no longer sufficient. 
, , SMALL SCALE 
52. NAGARAJAN (M) and SURIANARAYANAN (S). Strategies for quality in 
library and Information service in the small scale industrial sector. All India 
Library Conference (46**^ : 2001: Ahemedabadk 89-96. 
The quality of library and Information service in the small scale industry 
sector will be possible by implementing the information and communication 
technologies and their applications in all the routines in the LICs. The problems 
and constraints can be overcome with the help of the efficient software 
professionals and the IT policies of the Government and renders a better 
quality service to the users for promoting their business. It will also clear the 
way to the entrepreneurs to expend their product marketing at the global level. 
The information highway will open the new horizon for the small scale 
entrepreneurs in their business and gives them the recognition at the 
international level in the global economy. 
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, INSTITUTION, ACADEMIC 
53. PARIDA (Baman). Quality management of library service in academic 
institutions. All India Library Conference (46 '^':: 2001 : Ahemedaba): 112-
119. 
The article describes the concept of 'Service level agreement' and 
discusses its usage as a tool for creating and monitoring the quality of library 
services. It recommends that the provision of service level agreements is most 
appropriate to academic libraries for quality management. The use of service 
level agreements supported by performance measures is one option open to 
libraries, and it can assist the development and implementation of an 
information strategy. So the library must be clear about the services it will 
provide with the funding at its disposal and the users to whom these services 
will be made available. Thus a service level agreement is a contract by means 
of which two parties communicate to each other about their commitments in 
relation to the resourcing and provision of services to a given level over a given 
period. Therefore, the provision of service level agreements will be more 
appropriate to academic libraries in India for quality management of library 
services in new millennium. 
, KARNATKA, DHARWAD 
54. VAINAL (RM) and RAMESHA. Quality assurance in collection 
management in some selected subjects: A study of Karnataka University, 
Dharwad. All India Library Conference (46*^  : 2001 : Ahemadabad): 599-
606. 
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The article explores the possibilities of networking and utilization of 
available information technology for collection management in source selected 
subjects. In the Karnatatak University Library organized efforts are made to 
follow the procedures and guidelines in the collection management. All the<e 
experiments are discussed in detail in the present paper. Instead of deriving the 
privilege by acquiring all that is published under the sun, it is better to reorient 
the policies to suit the changing scenario. Adequate efforts be made to harness 
the available facilities and explore the potential of information technology. 
Karnatak University Library is making all out efforts to integrate the quality 
conscious in the collection development, specifically in the emerging inter-
disciplinary subjects. 
, LIBRARY 
55. BEHERA (Prashanta Kumar) and SAHOO (Bibhuti Bhusan Sahoo). 
TQM in libraries and Information centres: Some Basic Issues and Implications. 
All India Library Conference (46** :^ 2001 : Ahemedabad); 217-227. 
The application of a quality assurance system in libraries is seen as a 
close-loop control system, which deploys policy and strategy and obtains 
feedback from various levels \r\ order to improve the performance of the library 
and Information Service (LIS) activities. The paper reflects on the benefits from 
quality system and explains the various steps of TQM. It highlights the 
introduction of TQM in libraries, necessary prerequisites and methods to be 
adopted in LIS activities. Suggestions on the future development of total library 
quality management (TLQM) and also the areas of application in libraries have 
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been made. For corporate library and information centres at least, the adoption 
of the TQM process makes for more effective working with services and output, 
which are truly relevant to their users. As a result, the libraries now are in a 
position to expend and improve upon principles they already value and employ 
while introducing new approaches to planning, problem solving, envisioning 
future customer services and needs. 
56. BIRADAR (BS) and S. (Anitha). Quality Control in library and Information 
Centres: A systematic approach. All India Library Conference (46^ *^  : 2001 : 
Ahemedabad); 2 5 - 3 0 . 
Quality Control is a system of continuous improvement, it is a journey 
and not a 'destination'. Quality must become a way of life. Everyone should 
struggle continuously to improve all products and services, the aim should be to 
achieve hundred percent satisfaction of customers. Authors have made an 
attempt to illustrate factors for quality assessment, quality requirements of the 
customers, and guiding principles for quality control. TQM is based on the idea 
that in every part of the organization quality must become a way of life the 
natural way of life, the natural way to do things. Everyone will work 
continuously to improve all the products and services. Their ultimate aim is 100 
percent satisfaction of customers. To achieve the same, library manager and 
supporting staff are required total commitment by senior management and by 
the whole staff, over the long term and their total dedication to meet the 
customers requirements. 
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57. BORSE (TR).TQM in libraries (TQML). lASLIC Bulletin. 47 (4); 2002; 
193-203. 
This article studies some of the aspects of management, which pertains 
to quality in managerial functions and in particular it reveals the qualitative 
aspects of library management. The different facets of management relating to 
types of quality, aspects of quality, elements of quality and tools of quality are 
discussed. This article did not only comprehend the above nature of quality in 
management, but it also shows the necessity and usefulness of quality audit. 
58. DALAI (BK), SANDHA (DP) and SAHU (JR). Application of TQM in 
libraries & information centres: Some basic issues and implications. lASLIC 
Conference (22 :1999 : Aqra);199-203. 
The primary objective for implementation of TQM is to improve product 
quality. The application of a quality assurance system in Libraries is seen as a 
close loop control system, which deploys policy and strategy and obtains 
feedback from various levels in order to improve the performance of the library 
and Information services. Reflects on the benefits derived from quality system 
and total quality management is explained. Highlights the aims of total quality 
management, necessary prerequisites and methods to be adopted in 
introducing total quality management in various library and information 
activities. It also discusses the areas of application where quality is to be 
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improved and how the quality circle could be adopted to achieve successes in 
the implennent of library operations and programs. 
59. DEVI (K Suguthri). Standards for Qualitative Development of library 
activities. All India Library Conference (46*'': 2001 : Ahemedabad); 238-249. 
The role played by standards in the evaluation and assessment of 
quality improvement of University libraries is a long recognised aspect. The 
report of the UGC (India) Library Committee (1957) published in 1965 under 
the chairmanship of Dr. S.R. Ranganathan is outdated. Faced with the lack of 
set of standards, the performance evaluation of the University libraries in India 
became a difficult task. Hence, an attempt has been made in this article to 
propose model set of standards in the areas like objectives, physical facilities, 
collection development etc. 
60. GANGULY (KC). Relevance of Quality Assurance in Library. All India 
Library Conference (46*'^: 2001 : Ahemedabad): 13-17. 
The paper focuses on the relevance of quality assurance in libraries. 
The author points out that one must recognize that implementing quality 
assurance system within any library can not be compared to solving a set of 
equation. Implementation requires perseverance, commitment, team work, 
planning and artfulness. Fundamental changes are taking place in the outlook 
of libraries, in the way the users are facing the emerging information age and 
the old traditions and concepts are undergoing a sea change owing to the 
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electronic industrial revolution. The world-wide thrust on humanising technology 
with metaphysical implications may strike the roots of human intelligence 
graced by nature. Pragmatic view of the relationship between technology and 
culture is inevitable. 
61. GLOWACKA (E). Zarzadzanie Totalne (TQM) w bibliotekach . [TQM in 
a library]. Biblioatekarz. 5; 1995; 9-14. 
The author draws attention to the factors motivating the initiation of 
system which allow the efficient meeting of consumer needs. It describes the 
running of a library using the TQM system. Outlines the basis premises of this 
system, the stages of its initiation and development, as well as its advantages 
& disadvantages. 
62. JOHANNSEN (Carl Guster). The use of Quality Control Principles and 
methods in library and information science theory and practice. Libri. 42 (4); 
1992; 283-295. 
Basic Quality Control (QC) concepts are explained, with example from 
the information sector. An analytical tool for measuring the level of QC is 
presented. The tool has two dimensions, quality activities and organizational 
functions. Recent, scholarly library and information Science works on 
information quality issues are analysed as regards the influence of QC 
principles and methods. Cases of implemented QC-programmes in libraries are 
also investigated. The findings revealed a "missing link" in library and 
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information science scholarly literature as regards the organizational 
implementation of QC. It also revealed that practice of QC in libraries, in some 
respects, seems to be ahead of theory. The need for further theoretical and 
methodological development with in library and information science is stressed. 
Otherwise, there is a risk that QC implementation in libraries and information 
services would not pay enough attention to the special character of information 
quality and information service. 
63. MISHRA (Rabinarayana). Indispensability of TQM in library and 
information centre. All India Library Conference (46^ *^ : 2001 : Ahemedabad); 
183-189. 
TQM is a positive way of managing the effectiveness, efficiency, 
feasibility, competitiveness of an organization where it is a joint responsibility of 
one and all. TQM is the ultimate solution to improve the quality of the products 
and to provide maximum satisfaction to the customers in a business 
organization and clientele in LICs. The paper deals about the application and 
need of TQM especially in a service-oriented organization like library and 
Information centre. Under TQM, each process is claimed, measured, analysed 
and improved with the objective of eliminating the defects in the process and to 
comprehend the changing customer/clientele requirements. TQM can be 
implemented successfully especially in a service oriented centre through quality 
management system, quality tools and techniques and team work. In the age of 
information technology, TQM has become a demand of the users. 
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64. MITTAL (Savita). Critical conditions for TQM implementation in libraries. 
All India Library Conference (46*'': 2001 : Ahemnabad): 832-838. 
The concept of TQM like several others areas of activity is gaining 
increased acceptance and usage in libraries in recent years. This seems to be 
in reaction to the increasing domestic and global competition. The question of 
quality has become an issue of strategic importance for libraries. This paper 
seeks to lay down the essential conditions for the successful implementation of 
TQM in libraries. In the age of world wide competition and flow of information 
providing services according to users needs and requirements, quality 
management has become a matter of strategic importance for the libraries. 
TQM which focuses on continuous improvement of library products and its 
services is a handy tool to achieve these goals. For the successful 
implementations of TQM in libraries-creating trust among employees, building 
teams, training, using techniques such as flow chart, histograms, run charts 
and control charts and commitment from the top management are essential. 
65. MULYE, REKHA and DESHPANDE (NJ). Review of quality systems and 
its application to libraries. Library Science with slant to documentation and 
Information studies. 35 (1); 1988; 3-201. 
TQM is defined as a management approach to an oraganisatlon certified 
or quality, based on the participation of all its members and aiming at long term 
success through customer satisfaction and benefits to the members of the 
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organization and to society. In U.K. iibrarianship and information work is 
fascinating and fruitful in terms of job satisfaction but frustrating in terms of 
funding. Queen's University, Belfast have opted for TQM and others and 
developing various aspects for quality management including objective setting, 
performance indicators, service standards, and team working. 
66. RAJAN (N Varatha) and RAVI (B). TQM in libraries - the reality. AH 
India Library Conference (46**^ : 2001 : Ahemedabad); 149-154. 
There is a tremendous change taking place in the field of LIS in the 
present context. The provision of high quality services has always been the 
responsibility of library managers. The latest technological advances coupled 
with the expectations from the funding agencies and users, necessitate 
managerial skills that match the situational demands. It is in this regard that the 
application of TQM could assist library and Information managers. In the 
present circumstances and problems of libraries like change and uncertainty, 
growing demands, the influence of information technology and reconstruction 
and development, it is essential that this process be arranged, on a rational and 
principled basis. The application of the philosophy of TQM offers a formal and 
systematic approach to these problems and could result in a process where 
continuous improvement of services is the final result. 
67. RAJYALAAKSHMI (D). TQM: Implications for implementation in libraries 
and information centres. lASLIC Bulletin. 43(3): 1998; 97-111. 
68 
In an academic library or a research library the value added information 
services can only provide the conformance to the requirements of the users 
and user satisfaction. The value added service can only be achieved by 
implementation of TQM principles in libraries and information centres in our 
country. For implementation and achieving total quality for the system, the 
library executives have to understand the core concepts of TQM themselves 
and have to be trained in this new philosophy and technique. By mere acquiring 
highly sophisticated technological infrastructure, and the latest software, the 
libraries and information centres can not produce value added information 
services. What is required is the managers have to understand the core 
concept of TQM and they have to be trained in these techniques. This paper 
also discusses the cultural change Tactics Approach for TQM; Creating user 
information satisfaction; Enterprise resource planning; and pitfalls in 
implementing TQM and the possible solutions. 
68. RIGGS (DE). Strategic quality management in libraries, in: I.P.Godden 
(ed.) Advances in librarianship. Academic Press; 1992; 93-105. 
This article observed that strategic planning and TQM share many of the 
same management principles, e.g. forward thinking, team work, the human 
dimension, cultural change, enhanced procecutivity and productivity and 
strategies for improving quality, and both go together like hand in glove. 
Planning in the heart of using a scientific approach to quality management. 
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69. SAKSENA (Manisha). A professional insight into TQM in library Science. 
All India Library Conference (46*'': 2001 : Ahemedabad). 228-237. 
The paper pointsout the roles, areas, functions, responsibilities and 
attitudes which will be starting and focal points for introducing TQM in a library. 
The prominence of shift in outlook, management style and work culture has 
been emphasised and necessary factors, steps and routines required in this 
direction are clearly outlined. Modern management technology and Information 
technology play very crucial role to achieve TQM in library and information 
centres librarian should develop immense patience in himself to pacify his 
readers and understand them as actually as they are knowledge sharing and 
cooperative management of more than one library, dealing with similar 
objectives, is also a helpful tool for cost benefit quality management. Electronic 
information sources provide prompt and reliable information which enables cost 
effective analysis of quality in which today's customer is at optimum level of 
satisfaction. Though customer satisfaction is the key to success in matter of 
TQM but other factors like technology. 
70. SRIDHAR (S) and REKHA (TP). Total quality Management in libraries 
and information centres. ISALIC conference (22; 1999: Agra): 213-214. 
A starting point for implementing TQM in an information centre which is 
already in operation, should be a sincere commitment to quality on the part of 
the management. In the context of library, it starts with the top management, 
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which should have a sincere commitment to quality, shall be an evaluation of 
the existing forms of service based on standards available for each item of 
service. The overall efficiency of the staff and thereby the organization's can be 
tapped out properly. 
71. SRIDHAR (S) and REKHA (TP). TQM in library and information. lASLIC 
Conference (22:1999:Agra): 214-216. 
Organisations are being constantly assessed by the clientele. In the 
information market environment, there has been a social pressure demanding 
for quality in service from the users community and a quest for new techniques 
in management from the information managers' side 'value for the many' is the 
concern on either side, organisations on their part need to evaluate their 
products and services and bring in improvements. TQM justifies the worth of a 
library or information centre. This paper gives an overview of the application of 
TQM in information centres, it describes the different areas in which TQM can 
be effectively implemented, giving an emphasis to the service provided by 
them. It also discusses the benefits that can be achieved through the proper 
implementation of TQM and the difficulties involved in practicing the same. 
72. , 
VILJOEN (J H) and UNDERWOOD (P G). TQM in libraries: Fad or fact ? 
South African Journal of Library and Information Science. 65(1); 1997, 
March; 46-52. 
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The article discusses the TQM in solving some of the problems of 
change and growing user demands currently faced by libraries. It explains how 
the use of TQM can has libraries to establish a culture of never ending 
improvement of quality of products and services. In doing so, library 
management also indicate to founders that they are prepared to make the most 
of available financial support to meat the demands of users. 
73. VINAY (Bankapur) and SUNIL (Mansur). TQM for library and information 
system, University News. 39 (28); 2001; 9-15. 
The article states that information explosion is the trend of the day and 
the catchword of the hour. Information see^s from all sources and in all 
directions. To acquire and process this enormous sea of information and serve 
it to the seekers is the challenge of the present day information Manager.TQM 
helps him to achieve this objective and makes him a Quality information 
manager. Effective TQM requires a proper organizational framework through 
which quality programmes are implemented. Once the initial Quality 
programme is successful, the users themselves will ask for introduction of 
Quality programmes in other problem areas also. TQM offers a wide range of 
opportunities both analytical and experimental in academic as well as 
industrial framework and provide information service more effectively. 
, ^ ACADEMIC 
74. BROADY-PRESTON (J) and PRESTON (H). Demonstrating quality 
academic libraries. New Library world. 100(148); 1999; 124-129. 
in 
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The authors reviews some of the current issues with regard to 
demonstrating quality of service provision in academic libraries to assess its 
applicability to assessing quality of service provision. Argues that libraries need 
to adopt a marketing orientation in measuring quality and performance. 
Outlines scorecard models used currently in the private sector and evaluates 
their usefulness to the management of public sector libraries. Recommends the 
balanced scorecard as a means of demonstrating quality in academic libraries 
and the degree to which such services are responsive to the needs of their 
customer/stakeholders. 
75. DOMINIC (J) and NIRMALA (PJ). Promotion of TQM concept in 
academic libraries. lASLIC Conference (22:1999:Agra); 274. 
Library Science profession today is at a crossroad of diversified factors 
involving management of several different tasks hitherto not handled. Quality 
Management concepts and methods have begun to penetrate in the libraries. 
This paper mainly describes the TQM principles in academic libraries and the 
advantages of TQM in libraries. The Quality of library operations and services 
will be improved by implementing TQM, it was explained with examples. The 
challenge of raising the quality of library services in perhaps one of the most 
serious yet least talked about issues in the profession. Efforts to improve 
quality in libraries have been largely on the total quality management approach 
or on processes using TQM principles under different names. 
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76. SEAY (Jeny). The challenges of quality in an academic library: Synergy 
in the information future. Quality Conference. (97:1997: Goteborg, Swedan). 
TQM theories, models, and tools have only recently been translated 
from the world of business to academic institutions. The translation has not 
always been a literan one in all areas because there are significant differences 
in the goals of these two fields primarily due to the unique customer /service 
provider relationship that exists is an educational environment also, these are 
two major trends that have developed related to the quality movement that 
involves backlash and synergy. These are the backlash against the quality 
movement in academic and the increasing movement towards synergy among 
university campus knowledge organizations. 
77. SINGH (Sukhdev). Quality library services in academic library in India: 
Future trends. All India Library Conference (46^ *^ : 2001: Ahemedabad); 566-
576. 
This paper discusses traditional and quality services in the academic 
libraries since the "Quality Service' from the library and information centres will 
be the main demand of the future clientele. The concept of quality is changing 
fast. The shift being from 'provider oriented' to 'customer oriented'. The concept 
of TQM is gaining popularity in each and every walk of life, list of quality in the 
library services can be built and maintained only through the continued 
improvement process. The role of top management in acquiring the TQM is the 
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foremost. The professionals will have to be trained and retrained periodically. 
Continued Professional Development (CPD) will prove to be the key to achieve 
TQM in the library and information services in future. 
, , , COLLEGE 
78. KATHURIA (Kiran) and NAVALANI (K). Quality Control in a college 
library: A case study. All India Library Conference (46^ *^  : 2001 : 
Ahemedabad): 614-623. 
The paper is based on a case study of Government Mohindra College, 
Patiala, the oldest college of the North India. Quality service here means the 
quality perceived by the users. Questionnaire were administered to users to 
seek perceptions about their reading behaviour. The paper interprets the data 
in terms of quality in service. It points out lacunca in the services provided by 
the library. It concludes that authorities are not given proper attention to quality 
of service in the library and provides suggestions to improve the quality of 
services to make the library more effective. The University Grants Commission 
and Indian Library Association should play a constructive role and give a lead 
by framing guidelines for performance evaluation of quality services in the 
college libraries and appoint committees to evaluate the services. They should 
also arrange for training of librarians in TQM to make them quality oriented. 
TQM requires involvement of top management for the betterment of services. 
79. TOMPKINS (Phillip). Quality in community college libraries. Library 
Trends. 44^3); 1996, winter; 506-525. 
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This article forcefully highlighted that academic libraries may fit the new 
quality paradigm if four conditions are fulfilled. Quality is a campus wide 
initiative; the convergence of the print based and digital cultures; library spaces 
are designed as correlative to the classrooms with resources, staff and services 
for interactive learnings: and organic relationship between the classroom and 
the library's role in support of independent life long learning. 
, , , , KARNATAKA 
80. MAHESWARAPPA (BS) and TADASAD (PG). Integrating Quality in 
collection development: A programme of action for college libraries in 
Karnataka state. All India Library Conference (46^ '^  : 2001 : Ahemedabad); 
589-597. 
The paper reports the results of a baseline study on collection 
development, organization and management of college libraries in Karnataka 
state. Based on the findings of the study, it suggest a programme of action 
consisting of identification and mapping of information needs, development of 
collection policy including resource sharing programmes, selection, acquisition, 
management aspects such as conservation, preservation, evaluation, weeding, 
storage, etc. including the knowledge, skills and attitudes required by LIS 
personnel and the role of information technology specifically internet for 
integrating quality in collection development among college libraries in 
Karnataka state. 
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-, SERVICES 
81. CHOPRA (HS).Lack of Quality services in academic libraries. All India 
Library Conference (46^*': 2001 : Ahemedabad); 670-674. 
The paper traces development and evolution of library services in India. 
It highlights the pitiable condition of libraries at various levels, viz schools, 
colleges, Universities and research institutions. The author suggests some 
measures to reverse the trend of indifference towards library services, and a 
positive approach to induct purpose and professionalism in this area. In ancient 
time libraries possessed a large number of manuscripts on various subjects. It 
was because of quality education and better library services that students from 
foreign countries used to come for study in these educational institutions and 
only elite among citizens were permitted to use the manuscripts. With the 
advent of Information technology the concept of library underwent a change. 
Internet facilities are very helpful in providing the basic information to the 
readers. However, the research journals can be consulted only on payment. 
Thus, library users in developing countries are at a disadvantage. Bibliographic 
information is freely available on internet barriers to quality, library services are 
many in the developing countries therefore, concept of quality assurance is still 
a far cry for Indian Library users. 
82. PATIL (SB) and JANGE (Suresh). Pillars of quality assurance in 
academic library and information Services. All India Library Conference (46 
: 2001 : Ahemedabad); 463-469. 
th 
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The paper gives a brief account of quality assurance and its trends in the 
changing environment of present society. Quality assurance attempts to 
provide quality based materials and services available in the library or 
information centres. It describes various shortcomings in monitoring the current 
services of academic libraries and discusses important steps which can stand 
as pillars in achieving quality assurance in the context of Indian academic 
library sector. There is no disputing the fact that quality based services are sine 
qua none for development of libraries not just to meet the complex needs of 
users but also for their survival. The library professionals should be competent 
to carry out any challenge in implementing and assuring quality in library 
activities and services. They should be fully commited and dedication to work in 
team and should be supported fairly by management and users as well in 
achieving the dreams of library as a real, practical and visible profession in the 
eyes of society. 
83. SHERIKAR (Amruth) and SANGAM (SL). Excellence in library and 
information services through total quality management in academic libraries. 
All India Library Conference (46*'^: 2001 : Ahemedabad): 638-646. 
This paper summarises the classical as well as modern tools that are 
available for quality management. How the excellence can be achieved in 
library and information service (LIS) at the academic libraries by way of Total 
Quality Management and what initiatives are needed to be taken by the future 
academic libraries in pursuit of customer delight are explained, concludes with 
78 
an emphasis on TQM as ultimate solution to enhance library services of future 
academic libraries. The library professionals are needed to join the customer 
service revolution and serve as indispensable interface for customers. Further 
they must also anticipate the new market. The quality can be achieved only 
with commitment, urge, dedication of library professionals with the support of 
management and that of user community. Ultimately does not promise a major 
turnaround in the organization, but its hallmark is its emphasis on the process, 
and on personnel to attain customer satisfaction. 
-, BENCHMARKING 
84. RAO (Chitra P). Quality Management and Benchmarking application in 
library and information Science. All India Library Conference (46 '^' : 2001 : 
Ahemedabad); 52-59. 
The present paper deals with some important areas which were 
identified by a benchmarking exercise in a huge library catering to the 
requirements of an institute of a national repute. Every product is a package of 
services and a solution for meeting some requirements. So is the case with 
library. It is as an entity, a mechanism to quench the thirst for knowledge, a 
solution for meeting the information and awareness needs of its customers. In 
such an environment the quality of our resources becomes sublimely important 
because to a large extent evaluation of quality management in library depends 
on them. Quality management in libraries will be fulfilled if we used our 
standard tools to develop and update the methods on content analysis of 
information. The dual advantage would be that we would automatically develop 
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an automatic indexing and classification tool. The authority file, which is a very 
valuable tool in classification, can be revived using information technology 
tools. 
, , COLLECTION DEVELOPEMENT 
85. SATAKKAR (SP) and KULKARNI (Jagdish N). Total quality 
management in collection development: An experience. AH India Library 
Conference (46 '^^ : 2001 : Ahemedabad); 656-663. 
In addition to discussing the principles of collection development, 
procedures and problems related to acquisition, the article bring out a case 
study of library of the swami Ramanand Tirath Marathwada University, Nanded 
on the merits and demerits of qualitative collection development procedures. As 
the development of quality collection of a library is not an easy task. There is 
million of documents that are available for building a collection. There is always 
a necessity for a library to be selective because of many constraints such as 
funds, space, extent of use, users need etc. The procedure for acquisition of 
documents affects the building up of collection. Principles & procedure are the 
major factors to be considered while discussing the total quality management in 
collection development. The article conclude that after considering the merits & 
demerits of above procedure a dream of total quality management in collection 
development can be achieved. 
80 
S&iMit:^iHi^!>^ 
, , DIGITAL 
86. VEERANJANEYULU (K) and RAMESH (LSRCV). Digital libraries: The 
pillars of quality assurance. All India Library Conference (46*" : 2001 : 
Ahemedabad); 354-357. 
Digital medium is fast replacing the paper in a dramatic revolution, it is 
also attributed to electronic databases, for the amount of data that they store in 
mind boggling. The latest technologies gives us the ability to create, 
manipulate, store and transfer large quantities of information in digital from at 
low costs. It is found that the library personnel can render better quality 
services through digital libraries, this is because there is least burden and the 
services are more attractive. Quality of information in large quantities can be 
obtained in a quickest possible time. Developments in the application of 
computers in publishing in e-mail and the paperless office, in computer 
conferencing and other manifestation of interactive television will allow us to 
conceive a paperless information system of the future. 
, , GOVERNMENT 
87. SHARMA (DK). Quality assurance in Government libraries. All India 
Library Conference (46*^ : 2001 : Ahemedabad): 689-695. 
The study presents a picture of quality of service in the government 
libraries and the impact of the review committee had on the quality of service in 
central government libraries. The study also attempts to find out the reasons for 
such miserable state of service and steps needed to improve it. In recognition 
at the importance of information in planning, administration, decision making 
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and policy formation, almost all central government ministries/ departments 
have established their libraries. Library & Information centres should recognize 
there objectives and provide quality of service to impress upon the authorities 
that we are an integral part of the organization while concluding the article 
states that the main reason for miserable service in government libraries is lack 
of working environment and funds. Use of computers, networking and proper 
training to staff would definitely help in improving quality of service. 
, , HEALTH 
88. BHATIA (Ketki K). TQM in occupational health library. All India Library 
Conference (46**^: 2001 : Ahemedabad); 696-701. 
Library is the backbone of medical research. The libraries aim at fulfilling 
the needs of scientists. In the field of occupational health, it is also necessary to 
fulfil the needs of workers, industrial managers. Safety and welfare officers, and 
Non Government Organizations (NGOs) etc. As the aims of occupational health 
are preservation and promotion of health and prevention of disease. The TQM, 
an ongoing concept in all fields like industries, hospitals, hotels, etc is also 
applicable in the filed of libraries and information services. In this presentation 
the TQM aspects in Medical Research Institute with reference to occupational 
health is discussed on user satisfaction, User orientation, automation, human 
resources development, hygienic condition and public relation in library, 
including all other quality control aspects. 
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89. GUPTA (Sangita) and KISAN (Gaurav). TQM in health libraries. AH 
India Library Conference (46*'': 2001 : Ahemedabad); 701-709. 
Quality of library services is an area of library activity with rapidly 
growing importance. The use of quality management systems, procedures and 
techniques is a recent development, which mirrors the sector-wide interest in 
both a customer-focused service and definition of what constitutes a quality 
product. This paper discusses TQM, steps and ways a library might use 
principles of TQM to enhance library services. It also deals with the activities for 
implementing TQM in libraries. In health libraries of India total approach to 
quality management is not yet exploited. Most of the health libraries are users 
of good automated library system which enables them to provide good level 
services. But at the same time the problem is that our old fashioned 
organizational structures are not suitable for new technology, as well as there is 
a lack of IT skills among library personnel with the implementation of TQM and 
training of IT, efficiency and services of libraries can be improved. 
, , IIML, LUCKNOW 
90. RAIMA (Roshnan) and DAYAL (Kavita). TQM in library acquisition: An 
approach at IIML. Annals of iibrarv Science and documentation. 46 (4); 
1999; 17-21. 
The article analyses the effective and well thought out instruments in the 
form of 'Acquisition policy' and 'Budget Allocation Policy' can lead to 
development of an active collection instead of a passive one. To support the 
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statement, the collection development practices, in place, at the library system 
of IIML (Indian Institute of Management Lucknow), have been adequately 
illustrated. By analyzing the collection development practices in the library at 
IIML, it is clear that not the 'quantity' but the 'quality' of the collection which 
makes a library rich and resourceful in real terms and to achieve 'quality' it is 
highly desirable to develop and follovtf v^ell documented and systematic norms, 
standards, procedures and guidelines, that should not be definitive of all times 
but subject to regular reviews/modifications. The 'Acquisition policy' followed in 
the library at IIML is an instrument, which has helped the library, a great deal in 
developing a quality collection. 
, , JUDICIAL 
91. KHARE (Brijbhoshan). Quality assurance in Indian Judicial libraries. All 
India Library Conference (46^'': 2001 : Ahemedabad); 764-769. 
Being the important wing of parliamentary system. Judiciary requires a 
strong library and information system having best quality of services. Presently 
the judicial libraries are not in such a position as these should be. In this era of 
information technology these libraries are still in traditional form. In such 
circumstances quality assurance in still a far cry. This paper describes the 
necessary steps to improve the position of judicial libraries. Main focus is on 
High Court libraries. Judiciary is a sensitive field. Judicial libraries are to serve 
the judicial process. But the present situation of these libraries is not 
satisfactory. In such a situation quality and quick services are expected, which 
is not possible. The responsibility for quality assurance does not lie upon the 
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shoulders of the professional staff of library alone. It equally depend on the 
authority of the parent institution. 
-, MARKETING 
92. KESAVAN (R Venkata) and YAGNIK (Shailesh). Ensuring quality 
management in marketing and advertising libraries. Ail India Library 
Conference (46^'': 2001 : Ahemedabad)f 750-760. 
The paper lays stress on the important quality parameters applied while 
offering various specialized information services and products to the advertising 
and marketing industry. Further it throws light on significant problems involved 
in implementing QM in library and information services. It also touches upon 
the special skills required for the library and information professionals in order 
to deal with the marketing and advertising information and to achieve total user 
satisfaction (TUS). Finally, the paper makes suggestions to use IT as one of 
the tools to manage quality in library and information services. It is the most 
desirable that we LIS professionals set high standards for ourselves in offering 
user oriented library and information services with quality conscious. This will 
not only ensure quality management in libraries and information centres, but 
will also bring total user satisfaction. Thus, library professionals can earn name 
for themselves and fame and money for their parent organization. 
, .MEDICAL 
93. TRZAN - HERMAN (Nada) and KIAUTA (Dusica). The organizational 
maps and important aspect of achieving total quality management in a 
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pharmaceutical and medical library: A Slovenian case. Libri. 46 (2); 1996; 173-
180. 
This article defined quality by the degree of perfection to which some 
products satisfy its buyers or service meets the needs of its customer, and 
TQM as the totality of the function within the information process. It emphasizes 
three important views: customer; library; and environment. Emphasis two 
priorities in the quality services, i.e., user's satisfaction and the value of 
knowledge woven into the final product. 
, , , CHENNAI 
94. SRINATH (Manorama) and JAYAMANI (NC). Assessment of quality of 
journals for medical college libraries in Chennai. All India Library Conference 
(46^ *^ : 2001 : Ahemedabad); 675-679. 
The quality of the service provided by a library can be assessed by its 
collection to a great extent. In a specialized library the measuring unit is not just 
books but research periodicals. Periodicals are the purveyor's latest 
information. The major objective of this article is to assess the quality of the 
journals procured in the medical colleges libraries in Chennai. For this a survey 
has been conducted for: identifying the list of journals procured by the medical 
colleges in Channai, collecting information regarding the budget amount for 
these periodicals and identifying the most sought periodicals by the doctors. 
After collecting the above information. The findings are drawn to assess the 
extent of the quality maintained by procuring the most demanded journals and 
budget amount spent to procure the quality journals. 
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, , NETWORKING 
95. SANGAM (SL) and BANKAPUR (VM). Application of ICM in networking 
of libraries. All India Library Conference (46 "^ : 2001 : Ahemedabad); 437-
443. 
The articles deals with various aspects of TQM in networking of libraries. 
It discusses application of TQM for improvement of services and products in 
the libraries. States the customer driven services. Lists the key standards from 
ISO and CCITT networks. Gives the basic components involved in the network 
planning. Finally concludes that ISO 9000 is the useful guide to improvement 
and provides a vital link for disseminating the services to the end user. 
, , PERFORMANCE APPRAISAL 
96. DHIMAN (AK), Usefulness of performance appraisal in library and 
Information Centres. All India Library Conference (46^ '^  : 2001 : 
Ahemedabad); 333-339. 
The paper discusses performance appraisal, which is still a neglected 
part of the management aspect as far as the library and information centres are 
concerned. The role performance appraisal can play in the library and 
information centres has been discussed. It gives suggestions for its 
implementation. There are various techniques of management which can be 
applied to any organization, TQM is one of them. Although TQM is meant for 
commercial organisations however, it can also be applied in the case of library 
and information centres management. Performance appraisal is the process by 
which an employee's contribution to an organization during a specific time 
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period is assessed. The supervisor/librarian can use performance appraisal 
data to suggest ways in which employees might perform better in future. In 
order to help the employees to improve their performance, coaches need to 
use their observational skills in providing coaching with examples of their 
behaviour that can be understood and acted upon. This technique can be 
applied in the context of workers of the library and information centres also to 
improve their skills and ultimately their performance for the benefit of library 
services. 
-, PERFORMANCE MEASUREMENT 
97. MEERA (BM). Performance measurement: A criteria for quality 
improvement in library and information science. Library Science with a slant 
to documentation and information studies. 35 (3); 1998; 148-159. 
Present day information organization are perceived as a system which 
can be subjected for review, and control measures quite similar to other 
organization. TQM as a quality improvement philosophy is taking root in all 
walks of life including service institutions. In various department efficiency can 
be measured for example in acquisition section, speed of supply, accuracy of 
supply, unit cost of the supply items acquired per relevant number users. In 
classification, number of document analysed; number of documents classified. 
Three elements are dominating the whole scene: They are efficiency, 
effectiveness and cost. Library is an institution, where verities of functions are 
performed by the staff from document procurement to document delivery 
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service to their users. It is necessary to identify tine various tool of quality 
management. 
, , PERSONNEL 
98. DUTTA (Juin). Quality-ls-Personal (QIP)- Test: Quality consciousness -
Test for the library personnel. All India Library Conference (46**^  : 2001 : 
Ahemedabad)f 548-556. 
The paper is a part of the study carried out to enquire about the TQM 
culture in Smt. Hansa Mehta Library, Central library of University library system 
of M.S. University of Baroda. The paper depicts the methodology and findings 
of one of the principal objectives of the aforesaid study, that is, 'to find out the 
quality-consciousness of the library personnel'. Analysis is bared on Quality-is-
Personal test (QIP Test) which was tailor-made specifically for library 
Personnel from the theories of Clause Moller, Harry Robert and Bernard 
Sergeskette's QIP Interactive (Business today, 1995). The sample taken were 
assistant librarians, sectional heads and technical assistants who are the 
decision-makers of the library. Rating of QIP Test was done by analyzing the 
answers given by the sample population in the 'QIP-Test' questionnaire. The 
paper suggests the strategies to enhance the quality consciousness of the 
employees keeping in view the rapidly changing scenario of the libraries. 
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, , PUBLIC, HUBI-DHARWAD 
99. KUMBAR (BD). Integrating Quality in personnel Management in public 
libraries: A case study of city central library Hubi-Dharwad. All India Library 
Conference (46*'': 2001 : Ahemedabad); 722-734. 
The paper attempts to present the case study of personnel management 
in City Central Library (CCL) of Hubi Dharwad. The role authority in improving 
the quality both in personnel management and services are highlighted. The 
professional staff of the city central library should be dynamic and vibrant to 
achieve effective library services for the whole Hubi-Dharwad corporation area. 
Hence, there is need for participative approach among the professional staff to 
supervise the semi-professional staff or sub-professional and clerical staff, to 
assist the public to make the effective use of books by planned and 
programmed collection development. It is the responsibility of the authorities to 
translate the essence of TQM by integrating quality consciousness. 
, , , ORISSA 
100. PANDA (BD). Public library scenario vis-a-vis quality assurance in 
Orissa. All India Library Conference (46*'^: 2001 : Ahemedabad); 710-712. 
This paper brings the rich tradition of public libraries in the state of 
Orissa. The author suggests future course of action for public libraries in 
Orissa, which are fortunate to have a live and wide network. Public library 
scenario in Orissa gives us a bright picture of the quality assurance of public 
library services as it is rolling down the past. It would be more appropriate if the 
societies, clubs and libraries are well equipped with the non-book materials so 
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contributor suggests some measures to save this public utility from disuse 
through steps to induct quality standards in their working, services and 
management. Our public libraries are suffering from their shortage of well-
trained staff and there is little provision of regular in service training. In this 
situation, we can not think of TQM or ISO 9001 for our public libraries but be 
can surely think of taking some minimum steps for quality improvement as 
outlined in this paper. 
, , QUALITATIVE RESEARCH 
103. DEVARAJAN (G). Qualitative Research in library and Information 
Science. All India Library Conference (46^'': 2001 : Ahemedabad); 778-784. 
The paper outlines the current state of affairs in research is LIS carried 
out by Universities in India. It brings out the reason for deterioration of quality in 
research. Suggest steps for improving the quality of research in the LIS field. 
These include workshops for research guides and researches, grading in 
evaluation, involvement of foreign adjudicators, hosting research output on 
internet, and research audit. The application of IT will help in the selection of 
research topics and will avoid duplication of research and spending of time 
unnecessary for literature survey. The universities in India should become 
aware of the immense possibilities of IT in rejuvenating and improving the 
quality of research. If we hesitate to take timely action in this regard we will lag 
far behind in the quality of research. An earnest effort is imperative form 
researchers, research guides and University authorities to improve the quality 
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of research as part of TQM in higher education in general and library and 
information science in particular. 
, , RESEARCH 
104. KAVSHIK (Devendra K). Quality of library and information science 
research in India. All India Library Conference (46^ ^ : 2001 : Ahemedabad): 
770-776. 
The article examines the existing conditions of research in LIS in India 
and suggests TQM as the effective remedy for improvement. In this context, it 
may be observed that the concept of TQM has been examined and 
successfully implemented in library services, yet, its implications have not been 
explored in the context of library and information research. If TQM is 
implemented, localised politics prevailing in the university setup, would 
become quite ineffective, and better research environment would emerge. 
Augmentation of the research facilities together with several quality checks in 
the research process would always ensure a meaningful research output. In 
turn, this would give a positive contribution to the profession and country at 
large would be benefited. In other words, TQM is brought to play its role, in full 
measures, would bring better dividends by assuring a better quality of research 
output. 
105. STUARAT (Grit) and DRAKE (Miniam A). TQM in research Lirbaries 
Special Libraries Association. 1993; 131-135. 
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TQM has emerged in the last decade as the preferred method for 
reducing defects in production, increasing customer satisfaction, and boosting 
productivity, TQM in academic libraries is inspiring a new focus on valued 
service to customer as competition from alternate information sources reveals 
the inadequacies of traditional service. Georga Tech Library developed its own 
version of TQM to rivet attention to customer needs and provide content -
based, value-added information services. As the primary agents in customer 
interaction, front line staff are driving innovation and the marketing of services. 
Statistical quality controls to adequately assess information transaction are not 
yet worked out. Anecdotal evidence of success or failure is still the primary 
measure of service success. 
, . . . , SCHOOL 
106. BARADOL (A K). TQM in library and information science schools in 
India. lASLIC Conference (22:1999:Aqra): 195-198. 
The paper explains the concept of TQM. It briefly touches upon the need 
for TQM approach in library and Information Science (LIS) schools in India. It 
describes the different aspects of TQM approach & their application to library 
and information science schools. It explains the commitment of management. 
Paper discusses how the TQM can be achieved by continuous improvement. It 
briefly deals with accreditation, role of our supervision, and involvement of 
externals in attaining TQM. In conclusion paper puts forth some proposition for 
attaining TQM in library and information science schools in India. 
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107. PARADKAR (AP) and PARADKAR (PM). Accreditation of Library 
schools: Quality in library and information science education. All India Library 
Conference (46** :^ 2001 : Ahemedabad): 537-547. 
Quality assurance in the field of LIS includes buildings up of right quality 
and reliability into our sen/ices and information products and assure continuing 
satisfactory operation of the library system to users. The old methods of 
information collection, storage and retrieval are replaced by the new 
technology. But if we look at the courses being taught in the LIS schools, we 
find that we are still rooted in a major way in the past. Quality concern directs 
us to focus on ways of ensuring quality of education offered by the LIS schools. 
The paper discusses various attributes while considering quality and the need 
for accreditation of LIS schools. In the 21^' century accreditation grade point of 
LIS schools should be the hallmarks of quality and excellence. Quality is a 
process. It is not directly tangible but its power can be felt, sensed and 
observed. Quality assurance can lead to TQM in any LIS school which has 
"Quality conscious mind and continuous guiding management, as a way of life, 
only can produce quality information manager" for this continuous appraisal of 
school is needed. 
, ^ SCIENCE AND TECHNOLOGY 
108. PM (Naushad Ali). TQM in Science and technology libraries in India: 
Problems and perspective. lASLIC Conference (22:1999:Aqra): 209-211. 
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Computer and telecommunication technology during the last two 
decades have revolutionsed the various library and information services in 
India. Libraries especially science and technology libraries are applying 
information technology to their operations, products and services in order to 
achieve increased operational efficiency. There is no doubt that presently 
scientists need quality library and information services. These libraries have 
initiated to apply the total quality management. TQM represents an approach 
for the integration of all activities with in an organization, through which the 
needs of customer and community are satisfied in most efficient and cost-
effective way with objectives of achieving continuous improvement in quality 
products and services. The paper briefly explains the impacts of information 
technology on library and information services of science and technology 
libraries and also discusses how to cope them by adopting TQM in improving 
and refining the library and information services. The problems and barriers to 
the adoption of TQM in science and technology libraries such as problem 
related to staff, resources, readers and services are also examined. 
SCIENTIFIC 
109. BASU (Keya). Quality management of Scientific libraries. All India 
Library Conference (46^ ^^ : 2001 : Ahemedabad); 743-749. 
The library and information centres play a significant role in information 
handling and processing, thereby becoming a prominent source of information. 
The primary objective of TQM in library and information centres is to improve 
quality service. For successful implementation of TQM we have to improve our 
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resources, infrastructures, services and professionals. TQM involves 
consciousness in the minds of the staff to improve service. Library with tall 
objectives and adequate standards, could contribute to making information 
society flourish and prosper. Undertaking TQM is not a matter of processing a 
button that starts a series of gears into motion nor it simply the latest 
'management fad' likely to be replaced in a year or so by another technique. 
Providing pin-pointed, exhaustive and expeditions service to the user at the 
right time by adopting right method/technique should be the ultimate aim of a 
library and information centre TQM helps to achieve this aims effectively. For 
the success of TQM effective training, effective implementation and executive 
involvement is essential. 
, , SERVICES 
110. ABBULU (GEP) and RAO (G Surya). Application of the concept of TQM 
in library and Information services: A feasibility study. All India Library 
Conference (46*'': 2001 : Ahemedabad)' 205-216. 
The concept of TQM is a recent development in management science as 
a quality improvement programme for any organization Quality is a measure of 
the achievement of an organisation in terms of customer satisfaction. It relates 
to the quality of production and also to every aspect of service. Since the library 
is also a service institution, the feasibility of implementing the TQM philosophy 
in library procedures and services is attempted. The attempts so far made in 
adopting the concept of TQM are described, improving quality does not means 
addition work but only improvement in the ways of work. To achieve perfection 
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'do your very best until the very end'. The time has come to recognize the 
importance of the TQM philosophy in libraries in view of the emerging demands 
in the contemporary information environment. 
111. CHANDRAIAH (I). Integrated approach for Quality assurance in 
Information Services. All India Library Conference (46**^  : 2001 : 
Ahemedabad)- 809-816. 
The total quality should be defined through multiple approaches in 
libraries and information systems. The paper describe that the approaches 
such as product based approach, the user-based approach, the process-based 
approach, the value based approach, the standards-based approach, 
orientation approach, and evaluation-based approach are quite effective in 
ensuring quality assurance in library and information services. Implementation 
of quality based approach, necessitates total participation of all employees in 
the library or information centre. By educating them through periodic orientation 
programmes in problem solving tools, they can be empowered to respond to 
customer and process the problems. The foundation on which a successful 
total quality management efforts rests includes: User focus, total participation; 
and periodical improvement. The author concludes that the relevance of total 
quality management is to achieve the ultimate objective, i.e., user satisfaction. 
Right information to the right user at the right time is the quality slogan for the 
quality conscious libraries and information centres. 
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112. DABAS (KC) and SINGH (Sewa). Essence of TQM for library and 
Information services. All India Library Conference (46^ ^ : 2001 : 
Ahemedabad): 135-148. 
The article conceptualises various ternns, elements, contents, objectives 
and process of TQM which are very critical for their successful implementation 
in the libraries and Information centres. It also briefly outlines the relevance 
strategies, tools and techniques of TQM and tries to integrate the same for 
managing change and qualities in Indian libraries. After discussing the QS of 
TQM the paper begins with and ends with the TS of TQM. TQM is a complete 
way of managing libraries with focus on customer and quality. Cultural change 
is the essence of TQM and TQM tools are mere tools for cultural 
transformation. When a library has every things i.e. resources, technology, 
infrastructure but even then progress in not up to the mark, it is because of 
culture, values, attitudes, beliefs and myths. TQM is cultural specific. TQM 
vocabulary, professionalism, process orientation and reluctance of Librarians in 
sharing power with subordinates are the major barriers. 
113. GANESAN (N) and RAJAN (R Adhi Sunder). TQM in library and 
information services. lASLIC Conference (22: 1999:Aqra): 271-272. 
Quality circle is the first step towards TQM, a strategic tool to cut down 
wastage and improve organizational behaviour. By implementing TQM 
principles in library and Information services, the value added information 
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services can be provided to the requirements of the user satisfaction. The basic 
functions of the library methodology are discussed. Moreover, Quality Oriented 
Library services lil<e circulation, reference services, reprographic services etc. 
are discussed in brief. The new concept called "Knowledge Management" is 
also explained. It is the new revolution in Information related areas and it 
serves the user with ample information by knowing their areas of research and 
its related fields. The various steps to be followed for the successful 
implementation of TQM is also discussed. Finally, the successful 
implementation of TQM in library and information centres are weighed by the 
customer satisfaction in the services rendered. 
114. GAUTAM (JN), SRIVASTAVA (Rpchha) and SRIVASTAVA (RK). Quality 
in library and information services: Managing change through information 
technology. All India Library Conference (46*'^  : 2001 : Ahemedabad): 850-
859. 
The paper discusses need for quality improvement in libraries and 
libraries services and emphasises importance of adopting new techniques in 
information processing and retrieval. It defines various tools available for 
managing this qualitative change and their application in LIS. It also discusses 
advantages of use of IT in libraries and problems in implementing IT. For the 
TQM organisation and development of libraries, various automation tools and 
technological innovations have to be adopted. However one should keep in 
mind that, it is not a panacea for all the situations. At this juncture, it is very 
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difficult to predict in which direction this technology is taking us or in what way 
its future developments effect us. Anyway, one thing is sure that there will be 
rapid changes. The authors urges every one to be ready emotionally, 
professionally and financially to accept and make good use of new technology. 
115. GUPTA (Dinesh). Quality management in library and information 
services: Is Ranganathan Revisited? ILA Bulletin. 36(2); 2000; 52-55. 
The article makes an in depth study of Ranaganathan's philosophy in 
TQM environment, considering Five laws as foundation to the quality service. 
Further, user is the most important element in the trinity of user, librarian and 
the information sources, his needs must be met on a continual basis through an 
errorfree processes and team work which needs empowerment for service 
providers and commitment to achieve the best from survey individual group and 
organisation. As a whole these are key principles of Ranganathan's approach. 
116. JAIN (SL) and GUPTA (Dinesh Kumar). TQM in library and information 
services. Annals of Library Science and Documentation. 43 (2); 1999; 41-
47. 
TQM is a new management concept wherein quality is the driving force 
to the entire activity cycle from beginning to end. TQM is a management 
concept to achieve excellence. It does not demand to do different things but, 
simply demands to do things differently. In a library with TQM, the employees 
have to do the same job as they were doing previously, but in the new 
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environment, the ways will be different. Improving quality does not mean work-
addition, it is simply improvement in the ways of work on continuous basis. 
Excellence can never be achieved by accident, it can only be achieved by 
intelligent efforts. 
117. KINNELL (M) and KERSLAKE (E). Quality Management for library and 
Information services: Policy forum. British Library Research and Innovation 
Report: 40; 1997; 345. 
The article reports on the Quality Management for Library and 
Information Services Policy Forum convened in 1997 to disseminate 5 research 
projects funded by the British Library Research Innovation centre in the quality 
Management field. It identifies issues for the sector, consider barriers to quality 
management implementation and identify ways forward in research and 
practice. It describes 2 workshops, in groups, which addressed issues for 
special library and information services, academic library and information 
services, public library and information services, a national and international 
policy. 
118. KUMAR (Hitesh). Improvement of library services in the modern era. 
lASLIC Conference (22: 1999: Agra); 272-273. 
Quality is simply a collection of attributes to suit a purpose. These can 
be dimensions, materials, properties and performance etc. TQM is about 
continuous performance and improvement of individuals, groups and 
102 
organisations. Its main emphasis on continuous improvement. ISO 9000 is 
more then just a standard. Its certification demonstrates the capability of the 
supplier to control the process that determine the acceptability of the service 
libraries are supposed to provide the quickest as well as appropriate 
information or in the other words the quality of service with in time frame should 
not suffer at any cost. This paper discusses the quality of service or into the 
management of library as a whole. 
119. MALWAD (NM) and ANJUNAPPA (M). Not a licence to kill: Barriers to 
Quality assurance in library and Information Services. All India Library 
Conference (46 *^^ : 2001 : Ahemedabad\: 44-51. 
Library has to overcome a number of barriers in providing quality library 
and information services. An effort is made to discuss a few major barriers such 
as administrative, management, library committees classification and 
cataloguing, human beings, acquisition and infrastructure. The implementation 
of five laws of library Science also illustrates a variety of barriers. Dr. S. R. 
Rananathan in his classic book, "Five laws of Library Science" has enumerated 
several such barriers and has suggested how these should be taken as 
challenges to improve the library, its services and the image and status of the 
librarian. It is recommended that the barriers should not be considered as a 
license created by the authorities to kill the enthusiasm, initiative and creativity 
of a librarian. The suggestion is to tackle the barriers, hurdles, objectives, and 
accusations as challenges. 
103 
GBi6ll<^^r€^b^ 
120. NELOGAL (Shanker B). Quality assurance in library and information 
services. All India Library Conference (46** :^ 2001 : Ahemedabad): 1-12. 
This paper emphasizes on the need of quality assurance in library and 
information services in the present environment. The views expressed by 
library professionals and information scientists as regards to quality assurance 
in library and information centres have been studied and explained. Factors 
influencing the quality assurance in the context of LIS are described. As the 
quality assurance in LIS is a Herculean task the necessity of clubbing the ideas 
from different library professionals and the library associations have been 
highlighted. Library Associations should strive hard to bring a set of models in 
improving the quality of services in different libraries and information centres. 
They will have to take stock of all the existing practices of services. If 
necessary, sun/ey and case studies should be conducted to get relevant inputs 
to study the problems in library and information services and the corrective 
measures should be taken to improve the quality of services so as to survive in 
this fast changing worid. 
121. PATEL (KR). TQM Technique for library and information systems and 
services. All India Library Conference (46^ ^ : 2001 : Ahemedabad); 172-182. 
The advent of Information technology has brought in its wake an 
increased quality consciousness. The paper discusses how the libraries and 
information centres should gear up to meet the new application challenges and 
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growing qualitative standards. It tries to focus on the areas where IT can be 
applied to modernize the information science for achieving twin objectives of 
efficient work culture and conformity to quality requirements. The present age 
is changing so drastically that every system faces several drawbacks within a 
short span of time. Library and Information science profession is no exception. 
In changing age, quality must and be assured by professionals. This task can 
be accomplished only if all institutions associated with every aspect of 
information would get together to take stock of current situation and create the 
necessary infrastructures, means and mechanisms. 
122. RAIMA (Roshan Lai), GULATI (Anjali) and BHAT (Ishwar). Strategies for 
quality assurance in library and Information services. All India Librarv 
Conference (46 *^^ : 2001: Ahemedabad^' 60-65. 
The paper justifies that achieving, maintaining, and sustaining quality in 
the library and Information context (LIC) is not a one shot solution. Quality can 
be assured if the approaches are followed, processes put in place and 
operations carried out are right the first time, every time and all the time in each 
and every domain of library and information functions and services. Some 
strategies identified for assuring quality in LIC have been discussed. Achieving 
'quality' is a continuous process and needs commitment from everyone 
involved, right from top to bottom. In a library situation, the user is the customer 
and, therefore, quality means providing library services which exceeds the user 
expectations, maintain consistency in service delivery. 
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123. RAIMA (Rohsan). TQM in library and information services. University 
News. 33(24); 1995; 4-6, 11. 
Library and information Managers are these days delayed with advice as 
to how to acquire and organize learning resources and satisfy the complex and 
ever increasing information needs of their users. However to achieve their goal, 
the question of resource constrained regime has to be kept in mind without 
sacrificing the interest of the users. Would be incomplete if the most crucial 
element the people, responsible for making it happen are not given due 
attention. Quality will definitely come up when every individuals in the library is 
taken into confidence and when all of them are made clear about the library's 
missions, goals, objectives. Not compartmentalization, but total integration 
brings quality. Training and retaining employees is an essential element in the 
quality process. 
124. REDDY (N Gangadhara). Relevance of information technology in the 
quality assurance of library and information services. All India Library 
Conference (46^'': 2001 : Ahemedabad); 31-36. 
Information technology will shape the future information world. 
Computers process, information and telecommunication technology 
disseminates information. So, both of these technologies are to be used 
effectively in library and information environment to provide quality assurance 
in library and information services. Computer technology is much useful in the 
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library automation, and telecommunication technology in the construction of 
information networks, internet services (Electronic resources, Databases, www, 
E-mail, Chat, and online sen/ices). The paper highlights the basic information 
technology (IT) concepts, TQM, ISO 9000 certified libraries, IT application to 
achieve Total Quality Management and to provide quality assurance in 
information services. Libraries in developed countries have already initiated to 
process for implementing TQM. In India, recently central library of Indian 
Institute of technology (IIT), Channai got the ISO 9001 certification and it also 
justify Dr. S.R. Ranganathan's fourth law of library Science, i.e. 'save the time 
of the reader'. 
125. ROWLEY (Jennifer). Implementing TQM for library services: The issues. 
ASLIB proceedings. 48(1); 1996; 17-21. 
In any environment where a service is being provided for customer it is 
appropriate to monitor and enhance service quality. TQM is an approach that 
has been widely adopted for enhancing service quality. This article explores 
some of the issues associated with the implementation of TQM in a library and 
information service environment. The author discusses that library and 
Information managers have long recognised the need for customers orientation 
that is inherent in the TQM philosophy and some have sought to implement 
TQM. TQM is a very people centered approach to management. TQM depends 
upon employee's commitment and user's feedback. 
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126. SATYANARAYANA (M) and RAO (VENKATESWARA). TQM and its 
implementation in library and information services. All India Library 
Conference (46** :^ 2001 : Ahemedabad)^ 190-197. 
The quest for continuous quality improvement leads the libraries to 
discover new management principles. TQM improves the quality of products 
and services and provides maximum user satisfaction. This paper states 
various definitions of TQM. It explains the basic concept and philosophy of 
TQM and discusses essential elements and issues related to TQM. While 
discussing the need of TQM and issues associated with its implementation the 
paper concludes that TQM serves as an efficient tool to improve and refine the 
library and information services. TQM can pave way for organizing and 
involving the whole organisation towards achieving quality and customer 
satisfaction. TQM is essential to foster work culture among the employees for 
their involvement in the services of the library to provide quality services and 
customer satisfaction. It calls for a strong leadership at all levels. TQM focuses 
on continuous improvement in products and services, with greater employee 
involvement and an increased emphasis on customer needs. 
127. SHARMA (JC). TQM in library and information services. All India 
Library Conference (46^ ^ : 2001 : Ahemedabad); 166-171. 
The article demonstrates how to take effective steps towards the large 
goal of total readers satisfaction. It defines the meaning of quality control and 
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its evolution, and depicts the relation between quality and users. It describes 
and the implementation of TQM in library and information services. It also 
examines the benefits of quality management such as efficiency, continual and 
systematic improvement in the activities of the library as a whole. Finally, it 
elaborates on the modern concept of TQM. The quality cycle begins and ends 
with the user. It starts when the user's need is analysed to design a service for 
its fulfillment. The modern concept of quality control is to set quality standards, 
produce the merchandise or service and to scrap or rework any failings to meet 
predetermined and agreed standards. TQM promotes a process of continuous 
improvements and innovation, where control is embedded with in and is driven 
by the culture of the library as a whole. 
128. SINGH (Rajesh). Quality Management in Library and information 
services: An approach for customer care. lASLIC Conference (22:1999:Aqra): 
271. 
In the management parlance, customer is now being regard as the 
ultimate authority. Every management activity is now a days centred around the 
customer. This concept is now beginning to make in roads into the library and 
information service environment. This is partly so because of the changing 
attitudes about the role of library and information service operation in an 
oraganisation or in the community, and partly so due to the societal changes. 
Increasing recognition of information as a marketable commodity has changed 
the customer's perceptions and expectations about library and information 
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services. The reasons to instill a climate of 'customer care' in libraries and 
information centres have been highlighted here. In today's highly competitive 
and fast moving 'hightech' information environment. It has been advocated that 
we must adopt 'customer care' approaches in our library and information 
services by embracing 'total quality management'. We need to change and 
reinvent the design and delivery of information products and services, without 
compromising quality while keeping total customer focus at the same time. 
129. SINGH (Sonal) and SINGH (Surendra). Strategies for quality in library 
and information services: The need of the hour. All India Library Conference 
(46** :^ 2001 : Ahemedabad)- 85-88. 
The paper analyses the factors that demand greater professionalism, 
dedication and acumen from the library and its personnel. It indicates certain 
strategies and techniques that can help managers and practioners of this highly 
academic profession. The authors have tried to focus upon the areas which 
gain relevance in terms of qualitative improvement of services and products, 
and suggest measures to meet the challenges thrown before libraries and 
librarianship. 
130. TADASAD (PG) and MAHESWARAPPA (BS). Developing user care 
culture as a strategy for quality assurance in library and information services. 
Ail India Library Conference (46^'': 2001 : AhemedabadV. 76-84. 
110 
This paper defines the concept of customer care and discusses 
characteristics and highlights its importance as a marketing concept in bringing 
quality in library and information services. While examining the strategy to be 
followed for identification of customers of libraries and their needs it also 
discusses the importance of developing a customer care culture among LIS 
professionals and its role in quality assurance in library and information 
services. The paper suggests the need for education and training of LIS 
professionals in customer care skills. 
, , SOUTH AFRICA 
131. VILJON (H) and UNDERWOOD (PG). Total quality management in 
libraries: Fad or fact? South African Journal of Library and information 
Science. 65 (1); 1997, March; 46-52. 
The article discusses the use of TQM in solving some of the problems of 
change and growing user demand currently faced by libraries. It explains how 
the use of TQM in helping libraries to establish a culture of never ending 
improvement of quality of product and services. In so doing library 
management also indicate to founders that they are prepared to make the most 
of available financial support to meet the demands of users. 
, SPECIAL 
132. KAWATRA (PS). TQM in special libraries and information centres. 
Textbook of Information Science. APh. Publishing, New Delhi; 1992; 63-78. 
The unimplementation of TQM requires a changed attitude of employee 
towards their work. Each employee has to contribute his or her best for 
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achieving the objectives of the department, which in turn, are driven by the 
objectives of the library. Everyone has to work to meet and exceed information. 
The whole philosophy of work has to be changed. Successful implementation 
of TQM requires deciding on the customer to which a library has to serve, 
assessing their needs, and deciding on the services, the library has to provide 
to each segment of user's keeping in mind its limitations in terms of finance, 
staff, documents and databases. 
, , , NCEAR 
133. RAMESH (B) and BHATTACHARYYA (S). TQM in special libraries: A 
case study of NCAER. All India Library Conference 
(46 *^^ :2001 :Ahemedabad); 680-688. 
This article is an attempt to search how far the special libraries and 
information centres implement TQM principle in their activities and NCAER 
(National Council of Applied Economic Research) library is taken as case study 
in this context. This infrastructure services and plans are discussed and 
conclusion is drawn on efficiency in respect of both TQM and ISO 9000 
Standards. In fact, a quality assurance project aiming of ISO 9000 registration 
as the first step and consequently categorized as a quality assurance project 
might well develop into a genuine total quality management application later on. 
Quality assurance can also be applied to specific information services such as 
online searching. However, quality management principles have so far 
successfully been applied only in British special libraries and Information 
centres. But from the case study of NCAER cited in this article, the motto of the 
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library to bring quality improvement in every aspect of its services and plans 
and polices is evident. 
, , SYSTEM MANAGEMENT 
134. NIRMALA (PJ). Quality information systems management in libraries. All 
India Library Conference (46*^: 2001 : Ahemedabad): 358-366. 
In the field of library and Information Science, quality is no longer a 
technical issue, but it is a business issues. In the 21®' century "nev\/" activities 
and ideas are launched under a bewildering array of names like, Quality 
Control, Quality assurance, Quality attributes, TQM, Quality circles. Quality 
audit, Quality function development. This paper will also discusses the concept 
of quality information systems. In today's world customers/users prefer only 
high quality products and services. They are even ready to pay for the same. 
User of information have the same attitude with regard to their information 
requirements also. They except information products and services of a high 
quality. A better way to produce quality information is to continually improve 
people, processes and environment of the information centres effectively by 
including the principles of quality management. 
„ . , , UNIVERSITY 
135. SEHGAL (Prem Chand) and NAVALNI (K). Quality control in university 
in libraries India. All India Library Conference (46*'' : 2001 : Ahemedabad): 
607-613. 
University libraries are accountable to the parent organisations and 
funding agencies for their performance and to end-user for service. In this 
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context the paper underlines the need for quality control in University Libraries. 
It outlines performance indicators related to quality control. University libraries 
are dependent on university culture. Their mission, policies, plans and long and 
short term programmes have to reflect polices of their parent bodies Quality 
Control requires continues commitment of top management for resources 
definition of mission, selling out of policies and programmes, system for 
verification and improvement. Are our Universities willing to describe their 
mission, policies, programmes in such a way that the measurable criteria would 
not be phrased in terms of number of students, faculty members and courses 
only. 
-, UNIVERSITY, PANJAB 
136. DABAS (KG) and SINGH (Sewa). Application of TQM to the university 
libraries in Punjab: A study. lASLIC Bulletin. 45(5); 2000; 119-228. 
The article attempts to report the findings of a study conducted to 
measures TQM application to the University libraries in Punjab. The conceptual 
dimensions of TQM and culture are identified on the bases of previous theory 
and research in management and library and information science, takes that 
world quality in very crucial and dynamic which kept on changing with 
environmental changes and is customer defined. 
137. VOHRA (RANJANA). Quality assurance in library and information 
science education in India with special reference to Panjab University, 
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Chandigarh. All India Library Conference (46 '^' : 2001 : Ahemedabad); 257-
265. 
The proliferation of educational institutes in India and the new 
challenges thrown up by the recent advent of technology have put 
corresponding demands on the library profession. The paper analysis the latest 
trends and indicates steps being undertaken to brace up the competence of 
information system professionals. 
SERVICES 
138. RAO (Venkateswara). Need for quality management in university library 
Services. All India Library Conference (46 *^": 2001 : Ahemedabad); 631-636. 
The quality in the services and documents of University library is 
essential to satisfy the academic community comprising faculty members, 
research scholars and students. It is an important factor in determining the 
performances of any library, measured in terms of highest returns and user 
satisfaction. This superiority of the service can be achieved by a good quality 
management. This paper deals with the basic concepts of quality management 
in delivering desired services. It states the present conditions of University 
libraries and stresses the need for implementation of quality management for 
user satisfaction. Organisational as well as staff effectiveness in University 
library is a tool to achieve quality. The quality management provides a powerful 
framework for effective services in the library. It is not a one time approach but 
it is a continues process. By implementing the quality management, the 
university library may achieve its objective in more effective way & make the 
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library more visible with in the university by getting recognition for the unique & 
vital role it plays in providing quality service in University set up. 
, MACROERGONOMIC 
139. CARAYON (Pascale), SAINFORT (Francois) and SMITH (Michael J). 
Macroergonomics and TQM: How to improve quality of working life? 
International journal of occupational safety and ergonomics. 5(2); 1999; 
303. 
The authors presents a macroergonomic model of work design that is 
applied and tested to examine. TQM in the public sector. According to the 
model, TQM can influence different aspects of work design and quality of 
working life (QWL). Questionnaire data collected in to public sector 
organisations in the USA show that TQM can have both positive and negative 
impact on work design and QWL. The main positive impact of TQM was found 
on job content, job control and participation, and social relationships. The main 
negative impact of TQM was on workload, uncertainty, and clarity of job duties. 
The impact of TQM on QWL was mixed our results show that the impact of 
TQM on work design and QWL varied very much across the 6 participating 
departments, as well as with in the department. Further research is warranted 
to assess the human impact of TQM, in particular research on the linkage 
between various aspects of TQM on one hand, and work design and QWL, on 
the other hand. 
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140. KLEINER (Brain M). Macroergonomic analysis and Design for improved 
safety and Quality performance International journal of occupational safety 
and ergonomics. 5(2); 1999; 217. 
Macroergonomics, which emerged historically after sociotechnical 
system theory, quality management, and ergonomics, is presented as the basis 
for a needed integrative methodology. A macroergonomics methodology was 
presented in some detail to demonstrate how aspects of mieroergonomics, 
TQM, and Sociotechnical system (STS) can be triangulated in a common 
approach. In the context of this methodology, quality and safety were presented 
as two of several important performance criteria. To demonstrate aspects of the 
methodology, two case studies were summarized with safety and quality 
performance results were available. The first case manipulated both personnel 
and technical factors to achieve a 'safety culture' at a nuclear site. The concept 
of safety culture is defined in INSAG-4 (International Atomic Energy Agency, 
1991), as "that assembly of characteristics and attitudes in organisations and 
individuals which establishes that, as an overriding priority, nuclear plant safety 
issues receive the attention warranted by their significance. The second case 
describes a tire manufacturing intervention to improve quality (as defined by 
Sink and Tuttle, 1989) through joint consideration of technical and social 
factors. It was suggested that macroergonomics can yield greater performance 
than can be achieved through ergonomic intervention alone. Whereas case 
studies help to make the case, more rigorous formative and summative 
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research is needed to refine and validate the proposed methodology 
respectively. 
, MANUFACTURING 
141. SARKIS (J) and REIMANN (M). Quality information systems in 
advanced manufacturing environments. Quality Engineering. 8(3); 1996; 419-
431. 
Quality has evolved to be an integral component in corporate strategies 
with the advent of TQM, Quality concerns are permeating the organization. 
Even with management's emphasis on TQM concepts, there has been little 
attention given to a comprehensive Quality Information systems (QIS) 
architecture and its role in TQM environments (i). The need for 9 QIS 
architecture is becoming more pronounced with Computer-Integrated 
Enterprises (CIE) and Computer-Integrated Manufacturing (CIM) systems. 
There is an increasing recognition by researchers and practitioners to consider 
the general role of information systems, not just QIS, in advanced 
manufacturing environments, (ii). An underlying concept of integrated 
manufacturing entesprises is the focus on pertinent functional areas as 
collective units rather than as independent components. The major TQM and 
CIM philosophical and managerial tenet is that the organization should be 
looked at from a systems perspective formed from a set of integrated 
subsystems. Quality is one of the last imp. functions to be technologically 
integrated into the overall system. The QIS architecture provides the approach 
for systematically integrating quality with other components in the enterprise. 
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This article addresses issues regarding QIS structure and the role and 
management of QIS in Advanced manufacturing environments. 
, MILITARY 
142. DUFFEK (Elizabeth) and HARDING (warren). Quality management in 
the military: An overview and a case study. Special librartes Association. 
1993; 137-141. 
This case study describes the successful implementation of Quality 
Management in the military. In the early 1980s, the Department of Defense 
began a quality improvement initiative based principally on W. Edwards 
Deming's philosophy of continuous improvement. Quality Management has 
since been implemented agency-wide. Global economic and political forces are 
causing enormous changes in the U.S. military and effecting the success of 
individual programs. This article illustrates, via a case study how top DoD level 
decisions have affected on defense research laboratory and driven changes at 
the lowest field level. 
-, NORDIC 
143. JOHANNSEN (Carl Gustav). Quality Management and Innovation: 
Findings of a Nordic Quality Management Survey. Librl. 45; 1995; 131-144. 
The concept of quality management level (QML) has been explained in 
and the validity of main measures and approaches (ISO 9000). Theoretical 
considerations about the relationships between LIS sector quality management 
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level and a number of influencing factors are given focusing among others on 
the effect of information work level on QML. Based on a survey conducted in 
1993-94 on public and private business information services in the Nordic 
countries, association patterns and statistical correlation are identified and 
analysed. Finally, the theoretical points are made and the empirical findings are 
combined to criticize the diehard myths and to establish a new understanding 
of the impact of different factors on QML. The main findings indicate that 
advanced information services and extensive charging are closely associated 
with quality management implying that TQM should be treated as an integral 
element of change management in the library and information sector. 
, ONLINE RETRIVAL 
144. NAGAR (BR) and LAKSHMI (W). TQM in online information retrieval. 
All India Library conference (46*'': 2001 : AhemedabacDj 417-480. 
The paper deals with TQM and its application in online information 
retrieval through various databases available on online system with special 
reference to Dialog online system. It discuses about why online is chosen for 
TQM. The prerequisites for doing the online searching and emphasises that the 
quality of searcher, customer and management of the service provider are 
equally responsible for bringing out the TQM in online information retrieval 
services. It also discusses about various stages through which TQM can be 
achieved by providing efficient online searching facilities to various user 
communities and about different steps which are to be taken to make the 
information products commercially viable. The customer is now more 
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discerning, and it is imperative that the services become more customer 
focused. It is important to establish measures of satisfaction for assessing 
customer needs/expectations. Continuous evaluation of service quality and 
customers expectations will help in determining how far the customer needs 
are being met at present. 
, PRODUCTIVITY 
145. FISHER (Tom). The view from the Top: Chief executives' perceptions of 
TQM. Australian journal of Manaqement.18(2): 1993, Dec. 
The chief executives of 49 member companies of TQM institute 
(Australia) were surveyed regarding their perception of the effects of the TQM 
processes in their companies. Average costs associated with implementing 
TQM were reported as steady over time, at around 0.5% of sales, while the 
average value of the benefits gained was around 2% of sales, giving an 
average benefit to cost ratio of 4.1 just under 30% of the respondents indicated 
that TQM had resulted in a culture change in their company. About a quarter 
reported increased customer focus and satisfaction, and improved productivity, 
competitiveness and profits significant numbers also reported increased 
workloads and time commitment, and a high need for training. Many executives 
commented that implementing the TQM philosophy was difficult and that they 
needed to actively lead and drive the process. 
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146. SCANLON (Frank) and HAGAN (John T). Improved productivity through 
Quality Management. Quality cost Ideas and applications: A collection of 
papers. 1: 1987; 499-515. 
The purpose of this paper was to provide an overview from the inception 
of the idea through implementation of a practical Quality Improvement 
programe that will guarantee improved productivity through quality 
management. It explains from the selling to management leading to the 
commitment and policy to the establishment of the quality organization, the 
setting of quality standards, the measuring of implementation and managing of 
the quality program through communications and recognition. It also introduced 
some concepts associated with service/administrative quality cost. It warrants 
skeleton of a quality improvement program and it must be translated into the 
terminology which is most applicable to operation and to the understanding of 
management and employees. 
, PROJECT, ASEAN, JAPAN 
147. ONISUKA (Tadato), Japan/ASEAN TQM project. The TQM Magazine. 
1999; 41-48. 
This article described the Japan/ASEAN TQM project. Over the past 
several years, the standards Department of the Agency of Industrial Science 
and technology, MTTI has rendered technical aid to ASEAN countries: 
promulgating TQM system that Japan had developed and found to be very 
successful, developing human resources, and contributing to the development 
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of industries and economy as a whole. This project was deigned to facilitate the 
implementation and promotion of TQM activities in ASEAN countries in order to 
develop their industries and promote international trade. 
, , GYAN DOOT 
148. KUMAR (S) and SHAH (Leana). Gyan Doot - A pilot project for 
quality assurance in rural information system in district Dhar (MP):A brief view. 
All India library Conference (46**^  :2002; Ahemedabad)j 735-738. 
The study is based on first ever Gyan Doot Project in India-a method of 
rural information network in District Dhar of Madya Pardesh. The study reveals 
the concept, its plan and project, problem and suggestions. The Gyan Doot is 
first ever project in India for rural information network in Dhar district of M.P. 
The district has higher percentage of tribes and dense forests. The projects has 
won international acclaim including year 2000 Stochome's Challenge Award. It 
is basically and e-governance project. It is information highway. To make the 
Gyan Doot project a great success. Government of MP is taking been interest. 
A policy is being formulated to bring together IT with common peoples' need 
and benefit. It is not computer industry oriented but common men oriented. 
Software in Hindi are being developed to eliminate dependence on English. 
^ ^ TOLIMAC 
149. RUMSEY (S) and SPOIDEN (A). Evaluation of TOLIMAC: A secure 
library management system for controlling access to and payment for, 
electronic information services. Journal of librarianshlp and information 
science. 32 (2); 2000, Jan.; 64-71. 
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TOLIMAC (Total Library Management Concept) is an internet based 
system for providing controlled access to networked information resources, 
particularly Electronic Document Delivery (EDD). The system based on smart 
cards and Personal Identification Numbers (PIN), encryption technology and an 
architecture is designed so that the library acts as an intermediary between the 
user and the document supplier. Addresses three EDD problem areas facing 
libraries. Computer security with regard to open networks; user authorisation; 
and cost recovery. The prototype was evaluated by the TOLIMAC consortium 
at three libraries. 
150. VANDOOREN (F). Access control, payment, and smart cards in 
libraries. New Review of Information Networking. 1998; 189-205. 
Libraries face three problems in controlling access and management to 
Internet services. Computer security, authorization, and cost recovery. The 
TOLIMAC project aims to meet libraries' requirements in terms of user 
authentication, authorisation, secure communication and charging 
mechanisms. It has developed a smart card-based management system of 
networked information services for libraries, providing access control and 
payment mechanisms. These new functionalities enable libraries to agree a 
new type of institutional contract with providers, based on actual use of their 
services. 
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151. VANDOOREN (F). The TOLIMAC project: Access control, charging and 
payment of electronic information resources by means of smart cards. Vine. 
(112); 1999:30-33. 
The article deali!,with security in libraries. TOLIMAC is a research project 
funded by the Telematics for libraries Programme of the European Union and is 
developing a system to provide controlled access to and management of 
networked information resources and other services in a library environment. 
The system is based on smart cards and encryption technology integrating 
management functionalities: such as user identification, remote access control 
and electronic payment and security requirements, such as secure information 
transfer and financial transactions and document integrity. The system also 
enables libraries to adjust user access rights, and charges for available 
electronic resources, whether local or remote, according to user categories. 
The system is based on standards and has a world wide web interface. The 
pilot system will provide users from three university libraries with access to an 
electronic document delivery service based at INIST (France), including search, 
order and delivery of periodical articles, as well as payment facilities by means 
of the electronic purse on the user's smart card. 
, REENGINEERING, SOUTH ASIA 
152. MCKENNA (Steve). The cultural transferability of business and 
organizational reengineering: Examples from South East Asia. The TQM 
Magazine. 1995: 12-16. 
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Re-engineering presumes that organizational structures and processes 
govern behaviours in an organization; seen as, essentially, a North American 
approach to management. Investigates the transferability of the re-engineering 
concept, as proposed by Hammer and Champy, to two companies in Thailand 
and Singapore. Concludes that, while BPR is difficult to introduce successfully 
at the best of times, it is close to impossible in a non-western culture in the 
forms suggested by its US proponents. 
, SERVICES 
153. ROWLEY (Jennifer). Managing Quality in Information Services. 
Information Today & Tomorrow. 16(1); 1997; 3-8. 
TQM is an approach that has widely adopted for enhancing service 
quality. This article explores some of the issues associated with the 
implementation of TQM in the service environment, as they might apply to 
information services, (n implementing TQM in this environment, it is necessary 
to stability some basic definitions. The SERVQUAL instrument has been widely 
tested as a means of measuring service quality: The article takes the 
opportunity to review briefly the literature concerned with measuring service 
quality as a forum in which to explore the concept of service quality. 
, ^ PUBLIC, HYBRID 
154. SEAY (Thomas), SEAMAN (Sheila) and COHEN (David). Measuring 
and improving the q\isX\\^ of public services: Hybrid approach. Library Trends. 
44(3); 1996, winter; 464-489. 
126 
This article highlighted the use of questionnaire devised by van House, 
weil and McClure (1990) in combination with the concept of service dimensions 
and service imperatives based on work done by Berry, ZecthamI and 
Parasuraman (1990). This model presents seven principle service 
determinates. Tangible and reliability are the key concerns of library patrons. 
, SOFTWARE, LIBRARY MANAGEMENT 
155. JEEVAN (VKJ) and VIJAYAKUMAR. Quality Assurance and Quality 
Control in developing library Management Software/System. All India Library 
Conference (46*'': 2001 : Ahemedabad)) 386-404. 
The features of library, especially the user interface and search speed 
are analysed in the light of the quality aspects of software development in this 
paper. The quality paradigm set in pace for software development is also 
discussed to trace out possible implementation by library software developers 
to enhance the quality and usability of the products. There should be a 
standard for the library automation software in order to enhance performance of 
certain functions with minimum hardware/software specification and facilities. 
The need of such standards and vital role of quality is more stressed in recent 
times due to the emerging networked resource sharing information 
environment. As librarians are getting more technosavy, and quality prove, 
there is no doubt that the library packages available will go for massive 
overhauling in the time to come. More significant is the need to augment the 
quality of databases created so far as in the pipeline at individual libraries. 
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providing excellent inflight service. A strong sense of mission coupled with 
management experience and culinary professionalism have resulted in the 
establishment of many joint-venture kichens all over the world through equity 
participation. Unveils the critical success factors of SATS Catering as 
management benchmarks for other companies. 
, , ISO 9000 
158. CHATOPADHYAY (PS) and CHAKRABORTY (Papia). Quality & ISO 
9000 in library and information science. lASLIC Conference. (22:1999:Agra); 
272. 
The libraries are increasingly applying the theories, philosophies and 
practices of TQM. Total Quality Management practices are a time tested, data 
driven means of providing our feelings to be ^oom^Xe and it enables us to focus 
on making the necessary changes for proving quality product and services to 
our customers. The key concept of TQM is focused on customers and 
continuous improvement. TQM includes employee's involvement at all levels, 
commitment to employees training and development, the use of problem 
solving teams, quality control standards, statistical methods and long term 
goals. 
159. CHOUDHARY (PK) and JHA (KN). Application of ISO 9000 in libraries 
and guidelines for certification: A case study of an engineering college library. 
All India Library Conference (46^'': 2001 : Ahemedabad)j 315-332. 
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The paper tries to explain different driving forces behind the increasing 
awareness about ISO certification i.e. global economy, standardisation, etc. 
and relevant sections of ISO 9001 i.e. section 4.5 and 4.6, which are mainly 
concerned to librarians/Head, Documentation and Information centres. The 
section 4.5 explains the vase of establishing and maintaining procedures to 
ensure the standards i.e. accessible and updated information. It also discusses 
the procedural requirement for ISO 9000 certification, explaining the case of an 
engineering college library (Documentation and Information centre). It spells 
out guidelines for those libraries which want to work for ISO 9000 certification. 
ISO-9000 certification contributes to improving quality in the functioning of an 
organisation. By documenting procedures and operating practices, the 
organisation streamlines various articles and gets rid of redundant practices. 
For corporate library and information centre adopting the certification process 
working, services and output will be more effective. 
160. GOSWAMI (Anjana). Total Quality Management and ISO 9000 Quality 
Management systems. lASLIC Conference f22:1999:Aqra\: 177-185. 
The Quality of an organization is always focused on customer 
satisfaction. This is achieved only when all the factors governing customer 
satisfaction are given due attention. The dynamism of quality has to be kept in 
view. Quality is a continuous and unending process. Organisations have to 
response to any change that takes place in any aspect of work. Library & 
Information Managers (LIMs) are these days over flooded with advice as to 
130 
0&iMi€^y*H;^!f%^ 
how to acquire and organize learning resources & satisfy the complex and ever 
increasing information needs of their users. However, to achieve their goal, the 
question of a resource constrained regime has to be kept in mind without 
sacrificing the interests of the users. The services offered, accordingly, have to 
be internally efficient and externally effective. It is in this context that the 
question of 'Total Quality' becomes relevant in the 'Management' of 'Library 
Services'. The paper is mainly based on the implementation of ISO 9000 
standards for ensuring quality standards for products and services in 
international trades. The four elements of total quality are system, process, 
management and people. The true value of ISO 9000 lies in the transformation 
of work culture, standardization of the activities by using documented 
procedures and work instructions, and involvement of all employees in 
achieving customer satisfaction. ISO series has earned international 
acceptability and has become popular to compare quality at the international 
level. 
161. GOSWAMI (Anjana). Total quality management and ISO 9000 quality 
Management system. JASLIC conference (22:1999:Agra); 210-212. 
Application of TQM approach in the context of library and Information 
services (LIS) seems to be comparatively of recent origin. Library and 
Information Managers are these days over flooded with advises as \.o how to 
acquire and organize learning resources and satisfy the complex and over 
increasing information needs of their users. The services offered accordingly, 
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have to be internally efficient and externally effective. It is in this context that 
the question of "Total Quality" becomes relevant in the "Management" of 
"Library Services" In a research library the value added service can only be 
achieved by implementation of "TQM principals in library and information 
centres in our country" 
162. GOWDA (Sri Vasappa). Application of ISO 9000 to libraries and 
guidelines for certification. All India Library Conference (46^* :^2001: 
Ahemdabad); 250-263. 
Due to globlisation and liberalization, international market is facing fierce 
competition. Higher quality of products and services and improved customer 
satisfaction are the key to success in the global market. International 
organisation for standadisation (ISO) helps in guaranteeing the quality of 
products and services through its ISO 9000 standards. In this paper, the author 
has made an attempt to explains relevant quality system element of ISO 9000 
series to improvement of library services. ISO 9000 family of standards has 
evolved on the basis of consensus. It is a series of documents that provides 
guidance to develop and implement an effective quality management system. 
The standard represents a quality management and directs an organisation 
that it must document what it does, performs according to the documents. 
Therefore the certification provides a guarantee for the quality of products and 
services in the international level. It is said that 'no where is the quality more 
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critical than in organisations and institutions involved in handing information'. In 
view of this, libraries have to get for ISO 9000 certification to win the confidence 
of user community. 
163. KRASACHOL (L), WILLEY (PCT) and TANNOCK (JDT). The progress 
of quality management in Thailand. The TQM Magazine. 1998; 40-44. 
It describes the progress of quality management in Thailand. Quality 
management is new to Thai industry, but it has been adopted with great speed 
in recent years. Reports on a major survey, carried out to identify the current 
position, trends and attitudes within Thai industry. Notes a great increase in 
certification, the key difficulties and benefits experienced in introducing ISO 
9000. The implementation of TQM in Thailand was also surveyed. The results 
indicated the TQM had made relatively little progress and with the expectation 
of a few large Thai-owned groups, was largely concentrated in foreign-owned 
companies within the electronics sector. However, increasingly, Thai-owned 
companies are accepting the challenge of ISO 9000 and looking towards TQM 
in the future. 
164. KUMAR (Hitesh). Application of ISO 9000 in libraries and guidelines for 
certification. All Indian Library Conference (46^ *^ :2001 :Ahemedabad); 290-
294. 
The paper mainly discusses the application of ISO 9000 in the libraries 
covering the various aspects of quality system and service in an organisation. 
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ISO 9000 sets up a system of rules and controls rather than a free system, it 
uses external stick rather than internal motivation to make people comply. ISO 
9000 certification is no longer an indicator of quality, but it is like a stepping 
stone. For libraries, if the procedure of certification is adopted, then it will make 
the services of the library more relevant and smooth. The standard requires the 
quality system, the locality of library's service system is documented. ISO 9000 
does not stipulate how the documentation should be arranged and find the 
ways how the routine activities of classification and cataloging be made more 
effective. 
165. QUAZI (Hesan A) and PADIBJO (Sanuel R). A Journey towards total 
quality management through ISO 9000 certification - a Singapore experience. 
The Total Quality Management Magazine. 1997; 364-371. 
The article highlights the importance of TQM for SMEs to improve their 
current business practices as well as quality of products and services, to 
ensure long term survival. However, there are several barriers to effective 
implementation of TQM in such organizations, namely, the apparent lack of 
business experience and knowledge, and limitation of financial as well as 
human resources. It reports the results of a number of case studies conducted 
among a sample of seven local SMEs in Singapore. 
166. SELVI (G Thamarai). TQM and ISO 9000 in the context of fast emerging 
information society. lASLIC Conference (22: 1999: Agra)' 273. 
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As the fast emerging information society is becoming more complex, 
competitive and dependent on technological changes and information 
explosion, the need for quality information service to the customers is also 
grov\/ing and becoming very essential. Since information in now considered as 
an important resource for socio-economic development of society, value added 
information service can only provide the conformance to the requirement to the 
users and user satisfaction, which can only be achieved by the implementation 
of TQM principles in library and information centres for the implementation and 
achieving Total Quality for the system, the library professionals have to 
understand the core concepts of TQM and ISO 9000 themselves and have to 
be trained in this new philosophy and techniques. This paper defines what is 
quality management and the various steps to provide quality service. It also 
deals with the different ways to improve the customer satisfaction. It also 
explains about the TQM and ISO 9000 technologies and its importance in the 
context of fast emerging information society. 
167. SINGH (Rajesh). ISO 9000 and the art of Quality Management in 
libraries and information centres. lASLIC Conference (22: 1999 : Agra); 171-
176. 
The word quality has been used by us more often in the last ten years 
than in the preceding ten centuries. Library and information services are not 
also immune from this problem. But, there is much resistance in the library and 
information services field to the use of the 'quality' approach to management. 
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There is an urgent need for libraries and information centres to look at the 
international management tool such as ISO 9000 for bringing in and 
maintaining quality in their information products and services. The reasons to 
implement ISO 9000 in library and information centres have been highlighted 
here. It has been attempted here to understand the provision of ISO 9000 vis-a-
vis core activities of libraries and information centres namely, acquisition, 
processing & delivery. To implement ISO 9000, we need to establish some 
monitoring norms or benchmarks in our libraries and information centres. Some 
possible monitoring and control norms have been suggested here to maintain 
quality in acquisition, processing and delivery functions of libraries and 
information centres. It has been stressed here that the libraries and information 
centres are much needed to gain from participation in the quality management 
movement. 
168. SRINATH (Manorama), YADAV (S Thulasi Kavitha) and MANIVANNAN 
(S). Application of ISO 9000 in libraries: Issues and problems. All India Library 
Conference (46 *^^ : 2001 : Ahemedabad) '^ 264-275. 
Libraries are generally part of the parent organisation and all aspects of 
their activities are not measured in terms of standards. The standards 
requirements of library should extend beyond library operations and may 
include parent body policies and objectives. This paper explains the issues and 
constraints in achieving the standards requirements in University libraries. The 
attainment of ISO certificate for libraries is highly dependent on three factors 
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namely, commitment of the higher authorities, the financial position and co-
operation of the administrative and library staff, of all levels. The bureaucratic 
procedures should be relaxed to a great extent and librarians should have more 
powers and freedom to discharge his responsibilities. 
169. TRIPATHI (Aditya). TQM through ISO 9000 in libraries and information 
centres. lASLIC Conference (22:1999: Agra); 187-195. 
The article primarily emphasizes on the various steps which should be 
taken according to the ISO 9000 for achieving TQM in a library & Information 
centre environment. It further discusses which standard should be followed, 
either ISO 9001 or ISO 9002. As ISO 9001 is meant for quality assurance in 
design, development, production, installation & servicing and ISO 9002 is for 
quality insurance in production, installation of the product. TQM is as we know 
that it is the rage of the day. All industries are running for the concept of TQM 
ISO 9000 is the one way of achieving the TQM. So, it should be used as the 
tool for TQM in the libraries and information centres, in the same way as it is 
applicable for the other servicing industries. There is going to be a major 
revision in the ISO 9000 by the year 2000, which will be another landmark in 
TQM. 
170. VERMA (RK). ISO 9000 vs. TQM in LIS context. All India Librarv 
Conference (46*'': 2001 : Ahemedabad)j 276-289. 
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The paper presents comparative features of ISO 9000 series of 
standards and TQM. Points out that for organisations conforming to ISO 9000 
standards for quality system easier, though not essential, it is to adopt TQM in 
right perspective. It is also not important to first to go for ISO 9000 and then to 
the path of TQM. It cautions that by only adopting formal quality management 
approach we may be headings towards a rat race and 'Class distinction' The 
paper concludes that the achievement of quality is not a target but a journey 
towards a destination which itself is to be rediscovered continuously so as to 
reach near perfection stage. 
171. VERAMA (R K). Measuring Quality Management level with reference to 
ISO 9000 and TQM for special libraries in India. Annals of Librarv and 
Information Studies. 49(4); 2002; 141-163. 
The main objective of the study is to assess the impact of six factors viz, 
status of library; size of LIS units; sector of organization (administrative 
Control); type of organization (major fields of activities); resources; and quality 
awareness level (as independent variables) on Quality Management Level 
(QML) of special libraries is India. The QML is represented by the key activities 
of libraries viz.. Commitment by management leadership; Education & 
Training; Services standards, processes standards; customer survey; Quality 
manuals; suggestion/feedback system; Quality circles; and individual ethics for 
management and learning treated as dependent variables. In the study the 
empirical data was collected through a questionnsire from a sample population 
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of special libraries in India. A TQM based approach was followed by using 
modified form of European Quality model. Presents the findings on QML and its 
variations among special libraries in India and establishes knowledge on 
associative patrons between QML and six factors. The results of the survey 
reveal that for proper performance measurement of LIS sector, QML depends 
upon a TQM oriented instrument concludes that QML is closely associated with 
innovation and reorganization process rather than streamlining and securing 
routine functions and processes which would be a conservative approach for 
successful Quality Management in library. 
172. WALIMBE (V K) and KOMAWAR (A B). ISO QOOOand TQM in library and 
information services. lASCIC conference (22:1999: Agra); 165-170. 
The word quality is universally used for describing good product or good 
service. The main thrust of the word quality is on the satisfaction of the user of 
particular product or service. It is more of a feeling of satisfaction it generates 
in the user. The word quality itself is very difficult to define in so many words 
how ever is used by everyone for expressing satisfaction or dissatisfaction. 
This makes "Customer Satisfaction" a keyword in any quality system, be it ISO 
9000 or TQM. If we consider library as service industry, ISO 9000 standard can 
be successfully and beneficially implemented. This paper discusses the 
experiment of implementation of ISO 9000 in library and Information centre 
with reference to the Technical information centre of the Automotive Research 
Association of India, Pune, ISO 9001 accredited library. 
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173. DATE (Dhanashree A) and GOKHALE (Pratibha). Implementation of 
ISO 9000 in industrial libraries: A case study. Library Science with a slant to 
documentation and information studies. 36(2); 1999; 65-72. 
Fierce competition in the international market has heightened the need 
for qualitative delivery of products and services. The internationally accepted 
ISO standards and their certification help to guide and audit an organization's 
quality management practices. This paper is a case study on interpreting ISO 
9000-4:1992 (Quality Management and Quality Systems elements guidelines 
for services) and applying it to library procedures, so as to evolve a process 
based quality improvement within a library. It gives an analyses a survey done 
for some industrial libraries in Mumbai. The data analysis reflects the level of 
quality in the service of these libraries and benchmarks their low quality 
indicators. Observations and conclusion are drawn and avenues for further 
research in this area identified, 
, , , INDUSTRY, SMALL - MEDIUM 
174. MO (John PT) and CHAN (Andy MS). Strategy for the successful 
implementation of ISO 9000 in small and medium manufactures. The TQM 
Magazine. 1997: 135-145. 
The articles states that small to medium-sized manufacturers are finding 
the ISO 9000 standards difficult to implement. Discusses a research project 
which investigates the factors influencing the process of ISO 9000 certification 
for these manufactures and identifies the critical issues inhibiting its 
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implementation. Uses the findings of the research project to formulate a 
strategy , which has been proved successful in a number of cases, to assist 
small to medium sized manufacturing companies in obtaining ISO 9000 
certification. 
, , , LIBRARY, ACADEMIC 
175. SELVl (Thamarali). TQM and ISO 9000 in the context of academic 
library services. SRELS Journal of Information Management. 39(1); 2002; 
106-117. 
Information is now considered as an important resource for 
socioeconomic development of society, value added information service can 
only provide the conformance to the requirement of the users and user 
satisfaction which can only be achieved by the implementation of TQM 
principles in library and information centres. For the implementation and 
achieving Total Quality for the system, the library professionals have to 
understand the core concepts of TQM and ISO 9000 themselves and have to 
be trained in this new philosophy and techniques. TQM philosophy provides a 
comprehensive way to improve quality by examining the way the work get done 
in a systematic, oriented, consistent, organization wide perspective. Training is 
very essential to the success of TQM. Senior management need to be made 
aware of the TQM. They need to know what it involves, what changes it will 
create and how to make TQM work. Team leaders are the next to be trained. 
They are the people who will run the project teams. Team members are 
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employees who join a project team and they should be shown how to 
participate in TQM group and how to solve problems. 
, , , LIBRARY, SERVICES 
176. JHA (K N), MISHRA (V) and SINHA (B N). Application of ISO 9000 for 
library and information services. Annals of library Science and 
Documentation; 44(3): 1998, Sep.; 81-5. 
It discusses the implementation of ISO 9000 standards as a means for 
improving the quality of library and information services. The application of a 
quality assurance system in an organization is seen as a closed loop control 
system, which deploys policy and strategy and obtains feedback from various 
levels in order to improve the efficiency of the services. It reflects on the costs 
involved and benefits derived in implementing ISO 9000. 
177. JHA (Kamal Narayan), PRASAD (R V) and SINHA ( B N). Impact of ISO 
9001: Quality assurance system on library and information services. lASLIC 
Conference (22: 1999: Agra)' 271. 
Improvement in library and Information Services is made possible 
through implementation of ISO 9001: (Quality Assurance System). The paper 
highlights impact of ISO 9001 on overall improvement in library services and 
products and also enhancement in the customer satisfaction. It also discusses 
improvement in management control, cost effectiveness and making good 
usage of library personnel and productivity. 
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, TRAINING, MTI, RANCHI 
178. SINHA (Gautam). TQM in management training: An Indian experience. 
Management Review. 1998, Oct.-Dec; 3-4. 
The article discusses the slow but sure development of Management 
Training Institute (MTI), Ranchi, from an in-house training institute for the 
managers of steel Authority of India (SAIL) to a world-class centre of 
management education. Programmes at MTI have attracted participants from 
other industries in the public sector and in the near future, participation from the 
private sector is expected. Ambassador Madhavan's the local and the Global, 
brings out his perspectives on how to cope with and succeed in an ever 
contracting world. And as usual, as we have cluster of reviews of books that 
should be on your shelves, not on the bookstores. 
, USERS SATISFACTION 
179. SASIKALA (C). TQM and users satisfaction. All India Library 
Conference (46^ ^ : 2001 : Ahemedabad); 198-204. 
The article discusses various key features of TQM and relates it to the 
library and information service environment. It also discusses the relation of 
quality with user segmentation, and the techniques for assessing user 
satisfaction. The article has attempted to trace out some of the important issues 
related to user satisfaction and quality in a library and information service 
environment. In spite of the problems posed by the inherent characteristics of 
services, increasing emphasis on the importance of quality of the services / 
Products is evident through the survey of literature on application of TQM in 
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libraries. It is also evident that there is a shift from informal and indirect 
methods to the active use of systematic assessment of quality and importance 
of services offered for measuring the satisfaction of users. This is a healthy 
change in the environment, which gives impetus to the future of customer 
centred services in the field. 
180. SINGH (Jagtar) and KAUR (Trishnjit). TQM for end user satisfaction : 
Techniques and strategies. All India Library conference (46^* :^2001: 
Ahemedabad); 66-75. 
In order to enhance the networked environment, library and information 
professionals are required to develop and adopt certain techniques and 
strategies from time to time. Continuous curriculum development, upward 
management, insourcing, selective elimination of information, end user training, 
professional development, and information literacy are a few techniques and 
strategies suggest in this paper for quality information management (QIM) for 
end user satisfaction. 
-, VIDEOTAPES 
181. MCLEAN (G N). Applying quality criteria in the selection of videotapes 
on continuous quality improvement. College & Universltv Media Review. 1(2); 
1995; 33-42. 
It offers a brief overview of TQM from the industrial reconstruction in 
Japan following world war II up to the development of media to support training 
in quality through videotapes with burgeoning amounts of material, trainers, 
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libraries and media specialists must take care over the rental & purchasing of 
continuous Quality Improvement (CQI) media oifers a set of criteria from the 
University of Minnesota's film and video Division of continuing education and 
Extension for selecting videotapes on CQI training. Discusses a consensus 
model for CQI, videotape selection criteria including sensitivity to race and 
gender; level of complexity; clarity of sound and visibility; graphics quality; 
relevance of content; humour; appropriate length organizational settings 
including manufacturing, service and government; organizational perspectives 
of management, Union, team members, customers, suppliers and board 
members; low obsolescence potential^ availability and quality of support 
materials. 
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